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ABSTRACT
The commercial property and casualty insurance industry play an essential role by
providing critical strategic benefits to society and fueling the economy through risk transfer.
The literature review concludes that the industry faces a looming talent crisis, and although the
industry leaders are aware of the problem, there is no apparent strategy to address it.
Therefore, ascertaining strategies to address the problem requires an understanding of the
current state of the property and casualty system.
This study applied system thinking methodology and interactive planning method of
intervention to understand how and why the system operates the way it currently does,
opening areas of inquiry as to the system's sustainability if nothing changes. The result of the
inquiry, a mess formulation, expands understanding of the complicated and complex
environment confronting these stakeholders.
The study also utilized a non-experimental, qualitative, and quantitative approach,
which is exploratory-descriptive and contextual. The data was collected through a survey that
shared the mess formulation findings via a reference scenario and a pre-mortem. The survey
collected data from the key stakeholders' participants regarding their perception of the
scenario/premortem. The study further revealed that industry leaders agree with the mess
formulation findings and recognize the significance of the problem; however, they are unsure
how to resolve or dissolve the problem strategically. They are, however, willing to influence
change. The overall study concludes that if nothing changes how the P&C system currently
works, the business model is likely, not sustainable. The researcher provides recommendations
for industry leaders and future researchers.
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CHAPTER I
INTRODUCTION
Overview
In an environment where organizations are fiercely competing for highly skilled workers,
the importance of attracting and retaining quality employees is becoming a significant concern.
One in four employees in the United States will be 55 or older by 2024, according to the U.S.
Department of Labor (2017). This scenario is more than double the rate from 1994 when 55plus workers accounted for just 12 percent of the workforce (U.S, Bureau of Labor Statistics,
2017)1. See Figure 1.1 for retirement trends by Pew Research Center in 2020.

Figure 1.1: PEW Research Center Analysis of July, August, September 2020: https://www.pewresearch.org

1

U.S. Bureau of Labor Statistics “Older Workers: Labor force trends and career options” https://www.bls.gov/careeroutlook/2017/article/olderworkers.htm
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At the same time, Pew Research (2020) predicted a 5% decline in the number of people aged
18– 64 years entering the workforce over the next 40 years (Figure 1.2).

Figure 1.2: PEW Research Center Analysis of July, August, September (2020: https://www.pewresearch.org

The change in past demographics resulting in a low inventory of talent available to fill
the current and the anticipated change in demand for talent are termed the "talent gap"
(Cottrill 2010; Thomson 2017). This dissertation will explore the talent gap in the context of the
Commercial Property and Casualty (P&C) insurance industry in the United States.
Problem Statement
The predicted talent gap will likely impact the insurance industry generally; and
specifically the property and casualty insurance sector which is currently experiencing a
challenging labor market. Despite continued warnings, most companies are unprepared to
navigate what is undoubtedly the most competitive recruiting environment this industry has
ever confronted (Acharyya & Secchi, 2015; Cole & McCullough, 2012; Houseman, S, 2007).
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An anticipated perfect storm of three interacting elements is fueling this competitive
environment: inadequate talent pool, aging workforce and inadequate interest by eligible
applicants.
First, the insurance industry's unemployment rate has been below 2% for decades and
was 1.6 percent in 2017, with predictions by 2024 to be between one and three percent (U.S.
Bureau of Labor Statistics, 2017). Although low employment is often a positive indicator of
industry's economic status, the continued low unemployment rate highlights an increasingly
low percentage of talent entering the industry.
Second, the industry has an aging and tenured workforce compared to the rest of the
economy. Approximately 50 percent of the insurance industry workforce is 45 years or older. In
addition, approximately 693,000 employees (74%) in the industry reached 55 years or older in
the last ten years (US Bureau of Labor Statistics, 2017).2 This rapidly aging workforce is
impacting an unprecedented increase in retirements. The U.S Bureau of Labor Statics projected
that approximately 50 percent of current insurance professionals will be retiring within the next
ten years. At the same time, 30 percent of the industry employees are 35 years or younger3.
The result is an imbalance of supply and demand of talent. The current pool of less-tenured
employees is not large enough to replace the departure of retiring professionals.
Third, despite a historic number of U.S. workers holding bachelor's degrees (33%)4 the
insurance industry faces challenges recruiting qualified employees (Wells, 2018). A survey more
than a decade ago by McKinsey & Company (2010) predicted that entry by mid-level talent
would fill only 15% of these imminent roles. A quantitative study also approximately a decade
2

The U.S. Bureau of Labor Statistics – Industries at a glance. http://www.bls.gov
See footnote #2
4
Information is taken from the U.S. Census Bureau 2017
3
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ago conducted by The Institutes (2012) suggested that the majority of young college graduates
were either not familiar with or interested in the viability of an insurance underwriting career.
Recent studies confirms that this lack of interest continues to exist (Oak & Schoeffler, 2019 &
Adriano, 2016).
Background and Problem Context
According to Investopedia, the history of insurance companies in the U. S. can be traced
to Colonial times (https://www.investopedia.com/articles/financial-theory/08/americaninsurance.asp):
In 1752, Benjamin Franklin and several other leading citizens founded the Philadelphia
Contributionship for the Insurance of Houses from Loss by Fire, modeled after a London
firm. The first fire insurance (a form of property insurance) company in America, it was
structured as a mutual insurance company (owned by policy owners), and Franklin
advertised it in The Pennsylvania Gazette (which he owned).
Since then, the insurance industry has grown, developed and now provides two main
categories of support against risk (Figure1.3): Life Insurance which includes Life and Health
insurance; and Non-Life Insurance, also known as Property & Casualty Insurance, which consists
of Personal (home and vehicles) and Commercial (businesses) Insurance.
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Figure 1.3: Categories of Offerings in the U. S. Insurance Industry

Property & Casualty Demographics
According to the Insurance Information Institute (2020), the U.S. insurance industry
accounts for $1.32 trillion in net premiums as of 2019, with the Property & Casualty sector
accounting for US$637.7 Billion in net premiums5. As of 2019, there are 5,965 registered
insurance companies, of which 2,496 are Property & Casualty companies, and 434 reinsurance
companies. Company size ranges from a single person credentialed and authorized to provide
direct or indirect insurance coverage to a customer, to national organizations distributed across
multiple states employing thousands of people.
Approximately 1.2 million insurance agents and brokers and 400 established Managing
General Agents (MGA) service the insurance industry (National Association of Insurance 2019)6.
It should be noted that agents and brokers usually service both life and non-life insurance
5
6

Information is taken from Insurance Information Institute: Facts & Statistics/Commercial Lines: http://iii.org
The National Association of Insurance Commissioners (NAIC)
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companies. The data do not show how many of them service only the Property & Casualty
sector. The insurance industry employed 2.9 million people in 2020 (U.S. Department of Labor,
2020).
Commercial Property & Casualty Insurance Industry
Property & Casualty is known as "non-life" insurance globally. The word "property"
usually refers to tangible things, including transportation vehicles, buildings, inventory stock,
and other concrete items that can be lost, damaged, or otherwise become a financial loss to the
insured. The word "casualty" usually refers to the concept of liability and is often associated
with coverage of negligent acts (commissions) or failure to act appropriately (omissions).
Casualty areas are the largest in terms of number and value of policies, including auto liability,
professional liability, workers' compensation, and general liability. The relative size of Property
& Casualty insurers is often gauged by the premiums collected (Harrington & Niehaus, 2003).
Insurance Regulation7
Insurance is an industry vested with the public interest in that it plays an important and
pervasive role in the economy. The economic well-being of every citizen is strongly affected by
the adequacy of the Insurance they acquire and purchase, and how much they pay.
Consequently, the government is involved in mandating and regulating insurance.
Insurance is regulated at the state level and can be compulsory or noncompulsory.
Examples of compulsory insurance for individuals are auto liability insurance required by state
laws and home owner's insurance, compulsory on bank-financed homes. Insurance policies like
workers' compensation, general liability, specialized liability coverage, automobile coverage,
7

Information on insurance regulation is retrieved from the National Association of Insurance Commissioners. http://www.naic.org . Retrieved
7.1.2021
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and employee theft insurance are the most common types of compulsory coverages required
by state laws for businesses. Noncompulsory insurance is the option of the buyer. For example,
an individual can choose to purchase a life insurance policy or trip insurance to protect against
travel risks such as canceled flights or illness.
An extensive institutional structure has been developed to perform the insurance
regulatory functions in the United States. This institutional structure is primarily based within
the insurance departments of each state and their respective laws and regulations, policies and
procedures, personnel, and physical facilities. The National Association of Insurance
Commissioners (NAIC) is the organization that sets the U.S. standard and regulatory support for
all categories of insurance (life and non-life). It is created and governed by the chief insurance
regulators from the states and U.S. territories. The insurance regulators establish standards and
best practices, conduct peer review, and coordinate their regulatory oversight through the
NAIC. NAIC members, together with the central resources of the NAIC, form the national
system of state-based insurance regulation in the United States. In addition, the NAIC serves as
a vehicle for the individual state regulators to coordinate their activities and share resources to
achieve mutual objectives (NAIC)8.
All U.S. states and territories have a chief government official responsible for regulating
insurance companies and markets. These individuals have the authority and responsibility to
ensure that insurance companies do not incur excessive insolvency risk nor maltreat
policyholders. More specifically, insurance commissioners govern insurers' admission and
licensing; solvency and investments; reinsurance activity; transactions among affiliates;

8

http://www.naic.org
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products; prices; underwriting; claims handling; and other market practices. Regulators also
control producer licensing and market practices. Most insurance commissioners are appointed
by the governor (or by a regulatory commission) for a set term or "at will," subject to legislative
confirmation. Elected commissioners directly seek voters' political support, while appointed
commissioners do this indirectly as part of the governor's administration.9
Function of Insurance
The history of formally set insurance against loss can be traced to the laws within the
Code of Hammurabi (1792–1750 BCE) of the First Babylonian Empire in the city
of Shush, Persia:
Laws 101 and 102 stipulated that a shipping agent, factor, or ship charterer was only
required to repay the principal of a loan to their creditor in the event of a net
income loss or a total loss due to an Act of God. Law 103 stipulated that an agent,
factor, or charterer was by force majeure relieved of their liability for an entire loan in
the event that the agent, factor, or charterer was the victim of theft during the term of
their charter party upon provision of an affidavit of the theft to their creditor. a, b, c
a Hammurabi (1903). Translated by Sommer, Otto. "Code of Hammurabi, King of Babylon". Records of the Past.
Washington, DC: Records of the Past Exploration Society. 2 (3): 75–76.
b Hammurabi (1904). "Code of Hammurabi, King of Babylon" (PDF). Liberty Fund. Translated by Harper, Robert
Francis (2nd ed.). Chicago: University of Chicago Press. p. 35.
c Hammurabi (1910). "Code of Hammurabi, King of Babylon". Avalon Project. Translated by King, Leonard William.
New Haven, CT: Yale Law School.

For nearly two millennia, it has recognized that almost all aspects of businesses are
exposed to risks which are individually unpredictable and infrequent. The function of
commercial Insurance, therefore, is to provide businesses with security and financial stability.

9

Information is taken from http://guides.ambest.com: Best Guide to Understanding the Insurance Industry. 2019 Edition
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These losses are outlined in contracts or documents known as insurance policies 10. Insurance
works via risk pooling at all levels (local, regional and global), based on the law of large
numbers. Although an insurer may accept risks from many businesses, only a small portion of
those businesses is likely to suffer a financial loss during insurance coverage; allowing for the
insurance process to be effective by paying claims to the few from the funds of the many.
Simply put, insurers sell protection against economic loss (Knights and Vurdubaki (1993).
The insurance business model is different from other financial models. Insurance
companies receive premium payments from their policyholders upfront in exchange for a
promise, and which establishes legally required reserve funding to pay any subsequent claims
(Krvavych and Sherris, 2006). Insurance companies do not speculate with their earnings and
capital with the intention of generating high revenue; rather, they preserve them to
demonstrate strong solvency to pay future claims11.
Underwriting
At the heart of Insurance is underwriting, which is both an art and science of assuming
risk. The process combines data-gathering, analysis and professional judgment to evaluate
whether a given risk meets the insurer's standards for prudent evaluation. Underwriters
evaluate whether given risks can be covered and, if so, under what terms including at what cost
to the consumer. The most significant responsibility of underwriters is to determine a premium
that recognizes the likelihood of a claim and enables the insurer to earn a profit.
The underwriting process requires indepth review of the class of business, level of
hazards that exist within the business processes, and, most often, foresight of the many
10

See footnote #9
In order to understand the significance of the insurance industry, interested readers may consult the studies of Liedtke (2003; the National
Association of Insurance Commissioners (NAIC). http://guides.ambest.com: Best Guide to Understanding the Insurance Industry, 2019 Edition.
11
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unknown or unforeseen risks such as latency development from pharmaceutical and medical
device products and catastrophic exposures such as floods, earthquakes, wildfires, tornadoes,
and cybersecurity. Because of the nature of these risks, it requires underwriting expertise to
provide effective and profitable solutions. Underwriting expertise requires years of both "on
the job" and specialized training. It also includes acquiring knowledge of the litigious and
regulatory environment that these businesses operate within (Long & Gregg, 1965).
Significance of Problem
The commercial property and casualty insurance industry play an essential role by
providing critical strategic benefits to society and fueling economic growth by enabling the
pursuit of innovation, capital investment, and value creation through risk transfer.
Insurance protects financial aspects of premature death, injury, loss of property, loss of
earning power, legal liability, or other unexpected expenses. However, the insurance industry's
contribution to the economy is much broader. The industry employs millions of people, thereby
paying billions of dollars in income taxes and premium taxes. Significant as these are, they are
byproducts of the insurance industry's contributions, which is the growth and progress of every
modern economy such as safety and security, economic and financial stability, and
development.
In 2017 the insurance industry paid approximately $1.5 trillion (an average of $125
billion per month) to help claimants and beneficiaries rebuild their lives, property, and
businesses and get medical care. Health insurers paid $589.9 billion, life and annuity insurers

10 | P a g e

provided $590.3 billion, and property and casualty (P/C) insurers paid $414.6 billion12.
Insurance payments benefit those directly and indirectly affected by a loss. For example, most
claim payments are to auto repair shops to fix cars, home improvement stores to rebuild
homes, and healthcare facilities to provide medical treatment. These insurance payments
contribute to these businesses, fueling taxes and employment and ultimately further
stimulating economic growth.
The United States Division of Motor Vehicles has enacted a law requiring motorists to be
insured for auto liability insurance or show proof of financial responsibility to compensate
accident victims. This mandate results in approximately 203 million passenger cars in 2015
being protected by purchasing insurance (AIPSO Facts, 2017)13. The lack of auto insurance
might result in less automobile travel; however, insurance allows people to drive to their jobs,
and trucks deliver goods across the nation. These are benefits that promote a stable economy.
In addition, the United States has worker's compensation laws requiring workers to be
protected in the event of illnesses and injuries arising from their work environment. The overall
design of the worker's compensation act is to protect both employers and employees. Injured
or sick employees cannot sue their employers for negligence in return for payment and medical
care. Employers gain predictability of costs and freedom from the threat of lawsuits. In 2015
approximately 135.6 million employees had worker's compensation coverage14. Without
workers' compensation insurance, employment costs would likely become unpredictable, that
employers may refrain from hiring or downsize their staff.
12

These numbers are for private insurers and do not include claims paid by government insurance programs. NAIC data, sourced from S&P
Global Market Intelligence.
13 AIPSO is a management organization and service provider to insurance industry groups responsible for administering the residual market.
http://www.aipso.com. Accessed 7/20/2021
14
Social Security Administration, “Annual Statistical Supplement, 2017 - Workers’ Compensation Program Description and Legislative History.”
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Developers cannot afford the financial risk of compensating for injuries during and
following construction of buildings, roadways, and bridges. Therefore, it is essential to have
adequate and appropriate insurance to cover any potential losses arising from damage to the
property or equipment used or legal liability for bodily injuries resulting from negligence. An
example of a construction project that required insurance before it could start was Boston's
Central Artery/Tunnel Project. This tunnel project completed in 2006 and cost $14 billion. The
workforce included 150 general contractors and 600 construction companies. Although the
project was completed, there were challenges, including a fatality resulting from the I-90
connector tunnel ceiling collapse (Hollmer, 2006). Without insurance, this project that created
numerous jobs improved the city's traffic congestion and reduced greenhouse gas emissions
would not have been feasible.
Our world is constantly evolving; new risks continue to emerge, such as
nanotechnology, hydrofracturing, cybertechnology, genetic engineering, and even space travel
for the public. The support insurance provides helps fuel these innovations to market. As an
illustration, the science of nanotechnology15 has a wide variety of applications in biomedicine,
transportation, energy, electronics, household products, cosmetics and food to name a few.
According to BCC Research, the global nanotechnology market will increase from $39.2 billion
in 2016 to $90.5 billion by 2021 (BCC, 2016). Approximately 1,600 nano-influenced consumer
products are currently in the marketplace, and more are being developed. Although
nanotechnology has great positive potential, the unusual properties of nano-materials may
present harmful health risks that could go undetected for years (NAIC, 2017). Ideally, insurers
15

Nanoparticles are invisible to the eye. There are 25.4 million nanometers in 1 inch; one sheet of newspaper is equivalent to 100,000
nanometers thick.
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offer coverage based on a large volume of credible data that enables them to calculate prices
and a probable range of losses related to specified classes of risk. However, new risks, by
definition, do not present such data. Nevertheless, innovation often involves risks that potential
innovators are not financially capable of bearing and needs insurance to transfer such risks. The
insurance industry provides insurance coverage despite the scarcity or nonexistent of data.
Insurance, including reinsurance, is an integral part of the economy, performing various
essential functions. Insurers are a vital source of long-term capital, providing stability to
financial markets and the overall economy. Insurance is a precondition for most economic
activities that would not—or could not—be possible without the guarantee of insurance (and
reinsurance). Most businesses could not operate as they currently do. The insurance industry's
contributions benefit many aspects of the U.S. and global economy. These professional services
are provided by P&C underwriters and contribute to the operations of the macro business
environment, and are entirely indispensable; therefore, it is critical to address the talent gap
challenge.
Purpose of Research
The P&C industry plays an essential role in the economy, and I argue that it faces a
looming talent crisis due to inadequate talent pool, aging workforce and inadequate interest by
eligible applicants. Although the industry leaders have been aware of the problem for many
years, there is no apparent strategy to address it, so it continues to exist and has become acute
(Acharyya & Secchi, 2015; Cole & McCullough, 2012; Houseman, 2007). For example, my 36year tenure in the property and casualty insurance industry has included three stakeholder
roles: Agent, Insurer, and Managing General Agents (MGAs). I have observed the challenges
13 | P a g e

faced with attracting and retaining talent to the industry. I feel professionally obligated as a
member of the P&C Underwriting Industry to contribute to addressing this issue actively.
The education I gained from the Jefferson Doctor of Management in Strategic
Leadership program with systems thinking as its foundation provides an opportunity to apply
new approaches, methodologies and tools to improve and expand understanding of the
complicated and perhaps complex environment confronting these stakeholders. The aims of
this dissertation, therefore, are (1) to address areas where limited research has been
presented, (2) to increase the situation awareness of the challenges, and (3) to present a
compelling story that will influence key stakeholders towards change
Research Question
Based on the purposes of this dissertation, the following research questions are
developed:
RQ1: How and why does the system operate the way it does?
RQ2: Is the current system sustainable if nothing changes?
RQ3: If a compelling story is presented, will key stakeholders be influenced to
implement change?
Intended Readers
This dissertation is intended for the primary stakeholders (Insurers, Reinsurers, Agents,
Brokers, and Managing General Agents) because the talent gap problem directly affects their
workforce. Their focus on addressing the talent gap's challenges is essential to guarantee the
industry's long-term viability. Time is of the essence since the aging workforce within these
stakeholders is retiring, and these industry leaders need to act to avoid a crisis (Murphy, 2019;
14 | P a g e

Nicholson, 2018, and Karls & Wells, 2016). This dissertation provides insights into areas where
limited research has been done and awareness of system dynamics within the P&C Industry
that can benefit the stakeholders in dissolving the issue. It is also an opportunity for secondary
stakeholders such as the academic community and risk management institutions to recognize
financial opportunities to engage and contribute to addressing the issue.
Transition and Summary
Chapter I of this dissertation has provided an introduction that guides the reader
through the insurance talent gap background and problem, problem context, purpose, and
dissertation research questions. Chapter II includes a discussion of system thinking
methodology in defining the problem and the mess formulation of Ackoff's (1981) Interactive
Planning method, including systems analysis, obstruction analysis, reference projections, and
reference scenario. The findings provides insights into RQ1: How and why the system operates
the way it does, and RQ2: Is the current system sustainable if nothing changes? Chapter III
utilize the reference scenario/premortem from Chapter II which is combined with a survey to
inquire into RQ3: If a compelling story is presented, will key stakeholders be influenced to
implement change? This is a non-experimental, qualitative, and quantitative approach, which is
exploratory-descriptive and contextual. The method of inquiry is discussed and aims to
understand the participant's perspective regarding the reference scenario and premortem.
Chapter IV discuss the survey's findings and analyze the data, and Chapter V provides
conclusions and recommendations for action and future research, reflections and conclusions.
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CHAPTER II
DEFINING THE PROBLEM
"Every problem interacts with other problems and is, therefore, part of a set of interrelated
problems, a system of problems. I choose to call such a system a mess." (Ackoff, 1974, p. 21)

Overview
The talent gap in the P&C industry is acute, leaders in the industry are in crisis (Trice,
2019; Mannion, 2020) due in part to the impending aging workforce exiting the industry due to
retirement. The importance of this service can justify researching how and why the industry is
in this crisis. This chapter describe the methodology of system thinking and mess formulation of
Ackoff's (1981) Interactive Planning method.
The most effective leaders understand that problem solving is not a one-size-fits-all
process, and actions may depend on the situation. Adopting an approach based on changing
circumstances can be adequate for problem-solving. However, knowing which approach is
required in a particular situation can be a challenge. Furthermore, knowing how to avoid
making the wrong decision is critical. Ackoff (1999) states that a problem is to reality what an
atom is to a table. People experience tables, not atoms. We experience the whole, and reality is
a whole mess of problems interacting simultaneously. Ackoff (1999, pp. 13-14) proposes four
different ways of dealing with problems and messes in the “real” world:
Absolution – to ignore a problem or mess and hope it will take care of itself and go
away of its own accord; Resolution – to do something that yields an outcome that’s
good enough, that “satisfices”; Solution – to do something that yields or comes as close
as possible to the best possible outcome something that optimizes; Dissolution – to
redesign either the entity that has the problem or mess or its environment, in such a
way as to eliminate the problem or mess and enable the system involved to do better in
the future than the best it can do today, in a word, to idealize.
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Not all problems are messes (some are simple/obvious; some are complicated but
analytic) and so not all problems require systems thinking. Complex problems – those that meet
the criteria of messy or wicked – do. Jackson (2019) wrote that for complex problems, the only
appropriate way to understand and to intervene in them is via systems thinking.
When one examines the insurance industry and the organizations within it, it is
appropriate to frame the industry and its components as an organizational system. When this
framing approach is taken then it is appropriate to use systems thinking.
Solving problems is an art and synthesizes a clinical approach (Ackoff 1978; 1981);
therefore, the methodology appropriate to address the problem is the system thinking
approach. These inquiries will inform, providing knowledge and understanding of the system
and further inform the appropriate method of inquiry.
Systems Thinking Approach
Systems thinking is a philosophy, discipline, and set of tools and methods used to assist
in not only seeing specifics and details of a system but broaden one's perspective to recognize
overall patterns and structures of a system and how that may relate or contribute to an even
larger system (Ackoff, 1999; Jackson, 2011). Systems thinking can also be viewed as an
approach to a problem that considers how components within the larger structure operate and
interact over the system's lifecycle and optimize the design, implementation, and evaluation of
the system as a whole. Systems thinking does not focus on a single technical solution but
instead explores a problem from a holistic view of the overall challenge (Ackoff, 1981). Utilizing
systems thinking with every problem encountered may not always produce the answer desired;
however, systems thinking provides an understanding of what tools are needed to help address
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the problem. Systems thinking has been described in the academic literature for approximately
a century (see Figure 2.1 from Bellinger, 2012)16. System thinkers do not all agree on systems
thinking definitions; however, they agree that system thinking can be perceived as a start, not
an end (Cabrera, 2006).

Figure 2.1: Evolution of Systems Thinking. Taken from Bellinger, 2012

Systems Approaches and Methodologies
Jackson (2003) states that currently, leaders must navigate increasing complexity,
change, and diversity. The innate structure of a problem is complex and, as described by Ackoff
(1981), as 'messes' due to its interconnectedness with other issues and problems. As more
stakeholders become actively involved in the process, the problem often expands.
Change is inevitable. Competition, consumers' preferences, new regulations, technology, and
global shits require a change in management to maneuver these shifts effectively. These
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Systems Thinking by Gene Bellinger. https://www.youtube.com/watch?v=Xo6e-_3VtNM. Accessed 6/21/21

18 | P a g e

challenges are often perceived as solvable through consultants' quick-fix prescriptions such as
value chain analysis, customer relationship management; total quality management; process
re-engineering, to name a few (Jackson, 2003). Jackson argues that many of these prescriptions
do not work for complex and diverse issues. They lack the holistic approach where they observe
parts separately, rather than the whole, overlooking the issues and challenges that exist within
the interaction of the parts. Holism or system thinking focuses on the whole in relation to its
parts, understanding the function of its parts and their interaction and purpose in serving the
whole (Jackson, 2003; Ackoff, 1981). Jackson (2009) provides a helpful organization of systems
thinking into three paradigms: functionalist, structuralist, and interpretive.
Functionalism views problems from a mechanistic or organismic lens, utilizing scientific
methods, analysis, and mathematical models to optimize and improve system goals. Hard
systems thinking examples include operations research, systems analysis, and systems
engineering.
Structuralism analyzes underlying mechanisms and structures that drive system
dynamics to improve system effectiveness and viability. Structuralist examples include
Forrester's (1990) System Dynamics, with a focus on information feedback loops modeled in a
computer simulation; Beer's (1984) Viable Systems Model with a focus on implementation,
coordination, control, development, and policy; and Senge's (2006) Fifth Discipline of learning
organizations, with focus on systems thinking, personal mastery, mental models, shared vision,
and team learning.
Interpretivism uses soft systems thinking approaches to interpreting the purpose and
multiple competing worldviews. Interpretivist examples include Ackoff's (1999) Interactive
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Planning and idealized design; Churchman's (1971) social systems design along with Mason and
Mitroff's (1981) Strategic Assumption Surfacing and Testing (SAST), with dialecticism of
adversarial stakeholder debate; Checkland's (1981) soft systems methodology, with the
exploration of multiple worldviews via rich picture; and Jackson's (2010) critical systems theory,
with redress of conflict and power imbalance.
A System
Ackoff (1999) describes a system as a whole that cannot be divided by its parts; when a
system is taken apart, it loses its essential properties, so do the parts. “A system must consist of
three kinds of things: element, interconnections and a function or purpose” (Meadows, 2008, p.
11). A system has at least two elements that interact; the elements are interdependent and are
integrated into ways that continually affect each other in feedback loops over time and function
towards the same purpose (Ackoff, 1999; Meadows, 2008). Regarding a system’s function or
purpose, there are four different types and system models: (1) Deterministic - where the parts
or the whole is not purposeful; (2) Animated – where the whole is purposeful but not the parts;
(3) Social – where both the parts and the whole is purposeful, and (4) Ecological – where some
parts are purposeful, but the whole has no purposes of its own (Ackoff, 1999, p. 22).
Organizations can be appreciated as social systems that have parts consisting of people.
The people and the organization are purposeful, with goals and objectives; organizations are
also part of larger purposeful systems with their own goals and objectives (Ackoff, 1974, 1981).
These differing, and often conflicting interests and purposes contribute to why social systems
are complex and adaptive with characteristics which over time and scale, become dynamic,
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massively entangled, scale-independent, transformative, and emergent (Eoyang & Berkas,
1998).
The Property and Casualty Insurance Industry is a social system in that both the parts of
the system (set of stakeholders) and the whole (property and casualty industry) are purposeful
(provide financial stability to the economy). The stakeholders, directly and indirectly, interact to
serve their purposes and ultimately influence the purpose of the system as a whole.
Social Systems
Five principles of a social system are openness, purposefulness, multidimensionality,
emergence, and counterintuition (Gharajedaghi, 2011). Openness refers to the relationship
between the system and its environment. Interaction causality can be classified into "chance,
choice, and certainty" (Gharajedaghi, 2011, p. 29) and mapped to the system boundary of three
system environments: operational, transactional, and contextual. The operational environment
bounds the study system, representing the area of most control of cause and effect. The system
operates within a transactional environment, where the system influences but does not control
stakeholders and relationships. The transactional environment operates within a contextual
environment of systems, including culture and ecology. The operating system must respond
(adapt) to changes in the contextual environment for viability; therefore, the system must
appreciate change. Appreciation that "no problem or solution is valid free of context"
(Gharajedaghi, 2011, p. 31) reaffirms the principle of interdependence. It suggests a test of
system viability based on its stakeholders' ability to engage across all three environments. The
Property & Casualty Insurance industry is a social system; it consists of stakeholders required to
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interact to provide an insurance policy that has an intended purpose: financial stability of the
economy and policyholder's peace of mind.
System Dynamics
System dynamics (SD) uses modeling to uncover and understand the endogenous and
some exogenous sources of system behaviors (Richardson, 2011). System dynamics tools such
as causal loop diagrams is utilized within the systems inquiry methodology to model the
stakeholder's engagement process and to provide a holistic image for practical solutions. SD
tools have been selected as the most suitable method for modeling the dynamic behavior of
this complex system over time.
System Mapping
Systems mapping is a tool used to reveal the underlying interrelationships and structure
of a complex system. It can help visualize, describe, and diagnose the current state of a given
system; understand how systems structure creates the observable outcomes; create a shared
vision of the system; and gain consensus about the problems and identify opportunities. System
mapping allows for an empirical understanding of what is before envisioning what could be or
what stakeholders would like it to be. Systems maps are not deliverables or endpoints; they are
tools of exploration that guide a path to understanding the system dynamics underlying
complex issues. A system mapping tool is utilized to understand the underlying
interrelationships of the P&C Insurance system in the context of the talent gap issue.
Developing System Mapping
The data for the systems mapping was collected from various reports by consulting
firms such as Deloitte and McKinsey and articles from Insurance Journal, NAIC, Insurance
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Information Institute, and scholarly articles from Google Scholar searches. The mapping was
generated using the “Vensim” and “Lucid Chart” software to create the diagram. Once the
mapping draft was completed, it was sent to four industry experts: one insurance carrier, one
agent, one managing general agent, and one broker (Chubb, AON, NSM, and AmWins). There
was a zoom call with the researcher and these individuals for discussions, where variables
identified in the mapping was discussed, and data fields that require refinement was updated,
in order to create an agreed final draft. There were no specific questions created by the
researcher for this discussion. Instead, it was a brain-storming and interactive process amongst
these industry experts. The final system mapping was developed from various themes that
emerge from the research and discussions. See Appendix A for the email that was sent for the
zoom session.
Mapping the Mess
The purposes of mapping the mess are to reveal the implications of the system’s current
behavior and assumptions, focus attention on the correct problems, produce a shared
perception of the nature of these problems and their interactions, and motivate all
stakeholders to incorporate changes (Ackoff et al., 1996). The review of the reports identified
many themes and therefore required synthesizing them into manageable categories. Grouping
various phenomena into subsets identified three themes: (1) Low Inventory of available talent;
(2) Lack of awareness of the viability of the underwriting career; and (3) Baby Boomer
retirement. The figure 2.2 below shows the current state of the system.
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Figure 2.2: Empirical understanding of the situation of the Commercial P&C Insurance Industry

Problem Domain
"Situations where cause and effect are subtle, and where the effects over time of
interventions are not obvious" (Senge, 2006, p. 71) is a condition of dynamic complexity.
Situational awareness, stakeholders' transactions, interactions, and the environment are
prerequisites to a systems perspective (Senge, 2006).
The Cynefin framework is a conceptual framework created by Dave Snowden (1999,
2007) and later refined by Snowden and Boone (2010; 2020). It is a guide for assessing and
understanding the type of situation or problem and the level of complexity of the situation. It is
a ‘sense-making’ tool that allows for a shared understanding of the complexities that exist and
provides a starting point for identifying approaches to respond (Jackson, 2019). The
framework's operating contexts and responses follow Ordered, Unordered, and Disorder. The
framework is divided into four quadrants and a center for "disorder"; the Simple and
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Complicated quadrants are described as Ordered and the Complex and Chaotic quadrants are
Unordered (Figure 2.3). This framework is utilized to identify the domain to inform the iterative
process of inquiry (Gharajedaghi, 2006, Pourdehnad, 1994). Starr (2018) posits that “the
framework holds the premise that problems exist in differing contexts and to effectively solve a
problem requires applying the mindset, method of thinking, and method of problem solving
that match the context” (Starr, 2018, p.16).

Figure 2.3: The Cynefin Framework. Taken from Harvard Business Review, November 2007, pp. 69-76

Ordered/Structured Contexts
Ordered contexts are divided into two domains: (1) Domain of Best Practices (obvious or
simple) and (2) Domain of Experts (complicated). As an ordered system, it is evident that the
effects of one's action have a predictable outcome. What makes this domain obvious or simple
is that the effects being predicted are apparent to everyone. Snowden explains that the
approach to an obvious or simple domain is to sense, categorize and respond, and referred to
as the domain of best practices. It is a problem set in which we can safely create and follow a
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known effective process anytime this problem is encounter. It is a direct cause-and-effect
relationship.
In the complicated domain, Snowden states that we are still in the ordered domain.
There is still a predictable effect to any given action within the problem; however, there is a
need for expertise in determining the action. The approach to problems in this domain is to
sense the problem, analyze the problem, and then respond according to the analysis. There is a
relationship between cause and effect in the complicated domain, but it requires effort in
understanding the relationship. In the complicated domain, Snowden states that there is no
such thing as "best practices." There are only "good practices." If it were "best practices," it
would no longer fall into a complicated domain; it would be a simple domain problem.
Unordered/Unstructured Domain
Unordered/unstructured contexts are divided into two domains: (1) Domain of
Emergence (complex) and (2) Domain of Rapid Response (Chaos). It might be impossible to
identify a single correct solution in the complex domain or easily align cause-and-effect
relationships (unknown unknown). In these situations, it is often unpredictable, and the best
approach here is to "Probe – Sense – Respond." Observation of patterns and trends will help
identify and understand the problem leading to the right solution(s). Complex situations are
always more unpredictable than they are predictable. Hindsight can only inform if there is a
correct answer as the situation is explored.
Crisis and emergency scenarios often fall into the domain of chaos. There is no
relationship between cause and effect in situations where the "primary goal is to establish
order and stability." The decision-making approach is to "Act – Sense – Respond." Decisive
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action is required to address the immediate issues, sense where there is and is not stability, and
respond to change the situation from chaos to complexity.
Disorder
The disorder category applies to situations with no clarity about which domain applies.
The approach to Disorder is breaking down the situation into more minor problems, then
reapplying the problem to one of the four categories and working towards a solution. The goal
is to work towards a known category17. Figure 2.4 summarizes the characteristics of each
domain as defined by Snowden and Boone (2007).
Jackson (2019) argues that by “breaking down the situation into more minor problems,”
Snowdon is thinking analytically – as if – the problem of moving away from disorder is a
complicated problem. He further argues that Snowdon never describes any systems approaches
or uses any systems tools when explaining what to do if in an unordered/unstructured complex
context.

Figure 2.4: Characteristics of the problem domain
17

A Leader’s Framework for Decision Making by David J. Snowden and Mary E. Boone (November 2007)

27 | P a g e

In applying the Cynefin framework, this problem of the talent gap does not seem to be
within the Ordered domain because there is no apparent cause and effect aligned; therefore,
it’s plausible to assume the problem lies within the Unordered (complex) domain because there
are unknown, apparent causes. This was observed from the draft mapping of the current
system (Figure 2.2) where there are unstructured relationships within the system and Snowden
describes a domain as complex if there are unstructured relationships. Starr and Pourdehnad
(2014) suggests that although Snowdon describes a domain as complex by suggesting there is
an unstructured relationship between cause and effect, he does not explain how to test this
and to be certain the problem and/or its context is complex rather than very complicated.
Therefore, to better understand the domain, a methodology such as situation analysis process
is required to further inquire. Inquiry into the situation will be necessary to understand the
problem further.
Method of Inquiry
Starr (2018) makes the argument that in an epistemological approach, the method of
inquiry concerns how one understands a problem which means how one decides the kind of
problem. One method of inquiry is systems thinking. Then, after appreciating the nature of a
problem, methods of intervention may be decided upon. One such method is interactive
planning which uses several tools for problem dissolving.
Pourdehnad et al. (2011) compare the methodologies to propose a combined approach
for purposeful system intervention. Systems thinking replaces reductionism with expansionism.
Design thinking uses "all three kinds of logic to understand their world" (Martin & Creelman,
2009; Pourdehnad et al., 2011): deductive, inductive, and abductive thinking. Both systems
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thinking and design thinking follow Ackoff ill-defined, interdependent problem "messes,"
focusing on problem-framing and reframing through stakeholder participation.
Zhao (2015) suggests opportunities for the joint application of systems and design
thinking, emphasizing the potential of empathy in discovering user needs, requirements, and
system functions, 'creativity' in idealizing solutions, as well as 'efficiency' in modeling and
systems integration" (p. 1435).
The problem domain is identified within the ‘unordered’ domain and the approach to
inquiry is "probe, sense, respond." One appropriate method of intervention for this type of
inquiry is Interactive Planning (Ackoff, 1999; Gharajedaghi, 2006 & Pourdehnad, 1994) because
it is a systems approach which follows/is informed by a systems inquiry.
Interactive Planning Method
Ackoff (1999) states that there are many management variations; however, like primary
colors, there are three traditional management styles: Reactive, Inactive, and Preactive.
Reactive (bottom-up) planning (see Figure 2.5) focuses on the past, seeking to return to
a previous desired (“where we want to be”) state by unmaking relevant intervening changes
that led to the current undesired state (“where we are”). Leaders who adopt the style of
reactive planning deal with problems separately, not systemically, which leads them to
overlook the essential properties of the whole and the essential properties of the individual
parts.
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Figure 2.5: Reactive Planning (Ackoff, 1999, p. 47)

Inactive planning is an approach to preserve the present. It is preferred to the past and
the future. Although the present may have challenges, it is perceived as better than the past.
The explanation is that things are as good as they are likely to get, and the future will only
worsen. Making change is likely to be for the worse and should therefore be avoided.

Figure 2.6: Inactive Planning (Ackoff, 1999, p. 50)

Preactive Planning (top-down) focuses on predicting the future and preparing for it by
taking steps to minimize or avoid future threats while leveraging future opportunities;
therefore, it focuses on planning for the future, not planning the future itself. Ackoff (2001)
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argues that the future cannot be planned or predicted; therefore, very few preactive plans get
completed.

Figure 2.7: Preactive Planning (Ackoff, 1999, p. 53)

Therefore, "the objective of management and planning should be to create as much of
the future as possible" (Ackoff, 1999, p. 55). Ackoff posits a new style of management –
Interactive.
Ackoff (1999) states that Interactive Planning is the interaction between analytical and
synthetical thinking for examining purposeful systems. Interactive Planning differs from other
types of Planning, such as Reactive Planning, Inactive Planning, and Preactive Planning. It is a
collaborative approach where Planning investigates problems as interrelated realities;
therefore, problems are viewed not as mutually exclusive. Systems Thinking influences
interactive Planning; problems are viewed in their totality and in the context of their specific
details within the social environment where they are situated.
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Figure 2.8: Interactive Planning (Ackoff, 1999, p. 56)

The method of Interactive Planning has two phases: Idealization and Realization. (1)
Idealization includes Formulating the mess and Ends Planning, and (2) Realization includes
Means Planning, Resource Planning, Design of Implementation, and Design of Control (Ackoff,
1999). Interactive Planning can be utilized as a guide for the development and management of
social systems.
Ackoff and Rovin (2003) define a "social system” as a community whose members have
and pursue at least one common objective, and which provides its members with, or provides
them access to, instruments and resources that facilitate their pursuit of some of their common
objectives" (Ackoff & Rovin, 2003, p. 8). The social system has responsibility for its parts as well
as the environment. Conversely, people are agents with their purposes. Likewise, the greater
society has a common purpose(s) or culture. Consequently, defining the problem or set of
problems of any given social system is subjective, suggesting the need for an inclusive
stakeholder management strategy. Interactive Planning is appropriate for exploring the P&C
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Industry's challenge regarding the talent gap because of its current perceived stakeholders'
interrelationship contributing to the problem. This process will only need to utilize the phase of
idealization (formulating the mess) since the dissertation's focus is to define the problem
through mess formulation, not a redesign of the system.
Mess Formulation
The mess formulation's objective is to provide a perspective of the situation in the
proper context or domain; develop a shared understanding of why the system behaves the way
it does; generate a shared understanding about the nature of the current reality among the
major stakeholders; minimize the resistance to change and maximize the benefits by stating the
obstructions and realities of the situation convincingly; and identify the areas of most
significant leverage, vulnerability, and possible cause of the system's destruction (Ackoff, 1999).
Mess formulation consists of three phases: searching, mapping the mess, and telling the story
(Gharajedaghi, 2006; Ackoff, 1996)).
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Figure 2.9: The phases of mess formulation (Ackoff et al., 1996, p. 9)

Searching
The searching phase consists of three kinds of inquiry: systems analysis, obstruction
analysis, and reference projection. These inquiries evolve iteratively and provide knowledge
and understanding of how and why the system behaves the way it currently does
(Gharajedaghi, 2006).
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Figure 2.10: Searching Process (Gharajedaghi, 2006, p. 133

Systems Analysis
Systems analysis is a detailed description of the current state of the system and its
environment. It formally defines the system and the environment (e.g., stakeholders,
competitors, and others such as the regulatory body) under which the system operates and its
formal and informal structure and organization, current policies, strategies, and practices
(Ackoff, 1981).
Role of Key Stakeholders
The P&C Insurance Industry’s key stakeholders each have a different role, and their
contributions are required to fulfill the purpose of the system; therefore, it is essential to
understand who they are and how their interactions affect the whole's functioning; in this case,
the P&C Industry.
Insurers (P&C Insurance Companies)
35 | P a g e

These insurers provide insurance coverage for a premium to commercial businesses.
Commercial policies are finite in that they have a start and end date known as effective and
expiration dates on the policy. It also has a geographic territory (usually within the U.S. States
or global depending on the risk requirements). Due to regulatory requirements, insurers can
legally not interact directly with the customer in the selling of commercial insurance coverage.
The regulatory institutions deem it as a conflict of interest since the insurer generates the policy
contract and can influence the buyer's decisions18. Therefore, customers must utilize licensed
agents, brokers, or managing general agents who perform this transactional function for a
premium paid by the insurers, usually a percentage of the annual policy premium. These
policies have an ongoing renewal process where the terms and conditions and the pricing are
processed every 12 months until the customer or agent dissolves (cancel or non-renew the
policy) the relationship with the insurer. This renewal cycle creates long term relationship
between the client, agent, and the insurer. Figure 2.11 illustrates the interaction of the insurers
within the Property & Casualty Insurance system.

18

Information on insurance regulation is retrieved from the National Association of Insurance Commissioners. http://www.naic.org

36 | P a g e

Figure 2.11: P&C Insurer's interaction with other stakeholders

Reinsurance Companies
Reinsurance companies, also known as reinsurers, provide Insurance to insurance
companies. The reinsurance market helps diversify risk further and allows ceding insurers to
retain higher amounts and exposure concentrations. This yields efficiencies for primary insurers
in terms of economies of scale and scope. The insurance company transfers liabilities to a
reinsurer through a process called cession. Cession refers to the portion of the insurance
liabilities transferred to a reinsurer. The insurer purchasing reinsurance, in effect, cedes
premiums and losses from its book of business to the reinsurer. The reinsurer assumes these
premiums and losses and pays a commission to the ceding insurer to cover transaction costs
incurred by the primary insurer. The reinsurer, in turn, may cede premiums and losses to a
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retrocessionaire, which is a company that sells reinsurance to reinsurers19. Figure 2.12
illustrates the reinsurance companies' interaction within the Property & Casualty Insurance
system.

Figure 2.12: Reinsurers interaction with other stakeholders

Agents/Brokers
Insurance is sold through various channels, including face-to-face by insurance agents and
brokers, over the internet, through the mail, by phone, workplace programs, and through
associations and affinity groups. Insurance agents/brokers generally represent the insured. The
agent (or broker) plays an essential intermediary role in the underwriting process. Typically, an
agent will contact or be contacted by potential insurance buyers to assist in determining their
insurance needs and selecting an insurer and the appropriate coverages. Agents receive a

19

Insurance Information Institute. www://http.iii.org
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commission (typically a percentage of the policy premium) to perform these functions from the
insurer or Managing General Agent. Once a policy is purchased, the agent represents the client
in the annual renewal process until the client, agent or insurer dissolves the relationship. Figure
2.13 illustrates the Agent/Brokers interaction within the property and casualty insurance
system.

Figure 2.13: Agent & Broker interaction with other stakeholders

Managing General Agent (MGA)
A managing general agent (MGA) is a specialized insurance agent that an insurance carrier
has granted underwriting authority to administer programs and negotiate contracts on their
behalf. MGA's manage all or part of an insurer's insurance policy process, including binding
coverage, underwriting, pricing, settling claims, and appointing retail agents. They also act as an
insurance agent for the insurer while working as the intermediary between carriers and
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agents.20. MGAs are beneficial to insurers because they possess expertise that insurers may not
have in their regional offices, which can be costly to develop in-house. They usually deal in risks
and hazards requiring specialized underwriting expertise. Like insurers, agents can access
expertise regarding a particular product or competitive pricing by working with an MGA.
MGA's do not take financial risks. They are paid a commission upfront by the insurer and
sometimes have annual profit sharing depending on the overall loss ratio of the program they
are managing. They are required to have a high level of underwriting expertise. MGAs are
audited annually by the insurers they represent (in some cases quarterly) to confirm adherence
to underwriting guidelines and regulatory requirements of the contractual agreement between
the insurer and the MGA. These contracts are annual in terms of expiration and are renewed
based on audit results which can be pass or fail status. When an MGA fails an insurer's audit, it
could result in the non-renewal of the contract requiring the MGA to replace the insurer to
continue their business. Figure 2.14 illustrates the interaction of the MGA within the property
and casualty insurance system.

20

Information is taken from the International Risk Management Institute (IRMI)
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Figure 2.14: Managing General Agent interaction with other stakeholders

Figure 2.15 illustrates the interactions between all the key stakeholders required to produce an
insurance policy for the client (insured), fulfilling the purpose of the system.
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Figure 2.15: Key stakeholder’s interactions within the Commercial P&C Insurance Industry: Insurance Policy Cycle

Figure 2.16 illustrates the stakeholder’s view of the containing environment for the property
and casualty insurance industry.
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Figure 2.16: Containing environment of the P&C Commercial Industry

The causal loop diagram (Figure 2.17) illustrates the system's dynamics around themes
discovered in the mess formulation: (1) Low Inventory of available talent; (2) Misunderstand or
unaware of the underwriting career in the P&C industry; (3) The aging workforce impacts
inventory of talent and, (4) Competitive Environment. It also demonstrates the variables that
are balancing the problem as well as the ones that are reinforcing the problem, including the
time delays between the stock and flow of talent.
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Figure 2.17: Causal loop diagram of the system current behavior

Obstruction Analysis
Obstruction analysis is the discrepancies and conflicts in the organization identified as
those that obstruct an organization's development. Discrepancies may involve organizational
ends, the means employed to pursue these ends, the resources available for such pursuits, how
these pursuits are organized, managed, and executed, and external stakeholders and other
aspects of the environment (Ackoff, 1981). Obstruction analysis "identifies the malfunctioning
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in the power, knowledge, wealth, beauty, and value dimensions of a social system"
(Gharajedaghi, 2006, p. 132).
In reviewing the system’s analysis, the behaviors that reinforce the challenges can be
linked to a specific culture within the Property and Casualty Industry.
➢ Hiring of family and friends, often leading to diversity and nepotism issues and lack of
adequate competencies. This contributes to the low inventory of talent
➢ No academic degree requirement reinforces lengthy development time from entry-level
to mid-level (3 to 5 years), and mid-level to Senior is an additional 5 to 10 years
➢ Senior employees view their industry expertise as proprietary knowledge and are often
unwilling to transfer this knowledge through training programs leading to loss of tacit
knowledge
➢ Public companies downplay the industry talent gap challenges to not inform stock
analysis and, ultimately, decline in stock prices resulting in lack of strategy to address
the problem
These cultural norms within the P&C industry have reinforced and balanced these challenges
for decades.

Reference Projection
The goal of the reference projection is to understand the system and its environment and
identify trends and patterns that are of significance. The projection is necessary to explain why
the system behaves the way it does, what the trends are and how the problem keeps evolving
or, in this case, moving from acute to chronic. This process must be based on accurate data. The
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information utilized is from the U.S. census bureau as of 2020 regarding the current workforce
within the commercial property and casualty insurance industry. Projections are helpful since
they uncover the critical assumptions on which future expectations are based and the supply
and consumption of critical resources (Ackoff, 1981). As of 2020, the current commercial
property & casualty underwriting workforce is approximately 30% entry-level (under the age of
35); 20% mid-level (between 35 and 45 years of age), and 50% are seniors (older than 45) (US
Bureau of Labor, 2020). The gap is the imbalance of the pool of talent available to replace the
existing talent. Figure 2.18 shows the industry labor force trend by age group over a specific
period of time to illustrate trends and patterns.

Figure 2.18 – Industry labor force trends

If the industry continues to operate the way it currently does, based on the current trends, they
will need to fill positions that will be vacant due to retirement. The figures 2.19 and 2.20 below
shows 5 years projection based on current trends.
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Figure 2.19 reference projection based on industry labor force trends

Figure 2.20 reference projection based on industry labor force trends

This gap will create a “war” for mid-level and senior talent in the industry (Jacobson &
Ward, 2018). The imminent talent gap is senior technical underwriters, management, and key
executive positions. There is also a time delay in developing an underwriter from entry-level to
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mid-level and mid-level to senior level. Also, the senior underwriters are the ones mentoring
the development of entry and mid-level underwriters. With their exit, there will be a low
inventory of trainers. The research indicate that the industry is not effective with succession
planning and specialized training; therefore, the talent gap is projected to become chronic by
2035 if nothing changes.

Reference Scenario
Combining system and obstruction analyses and reference projections make up a
reference scenario that best reveals the system's mess. The purposes of reference scenarios are
to reveal the implications of the system's current behavior and assumptions, focus attention on
the correct problems, produce a shared perception of the nature of these problems and their
interactions, and motivate all stakeholders to incorporate changes (Ackoff, 1981). The mess
formulation revealed many challenges; however, it is not possible to describe in detail every
scenario due to the scope of this research; therefore, the focus is on the factors deemed
relevant to the impending talent gap.
Our world is constantly evolving; new risks continue to emerge including
nanotechnology, cybertechnology, genetic engineering, and space travel for the public. The
support insurance provides fuels these innovations to market; therefore, the insurance &
reinsurance industry's contributions benefit many aspects of the U.S. and global economy. The
professional services the P&C Industry provides contribute to the operations of the macro
business environment and are indispensable; therefore, it is critical to address the talent gap
challenge. These challenges must be addressed immediately and effectively.
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Awareness of the viability of an underwriting career
Research shows that the P&C industry is challenged to create interest in insurance
careers among the nation's high school and college students. The majority of these individuals
are not aware of the industry. And even if aware, most are not interested in working in the
insurance industry. Indeed, the sector ranked 97th out of 100 for the least attractive industries
for college graduates! This sector plays a vital role in the US economy's stability; yet, it is the
most misunderstood career amongst society.
Society's negative view of the insurance industry
For the most part, people across all demographic sectors are deficient in risk and
financial literacy fundamentals. There is a need to articulate a different argument where the
industry's future must reorient its focus to an educational mission and not a growing market
share. The industry excels at generating premiums to meet the purpose of risk financing.
However, it falls short of sharing the story of what happens in the risk-bearing system after the
premium is received. Risk is not a commodity; insurance policies are representative of a
"promise." The economy's financial security is directly linked to understanding the nature of
risk, not the nature of how much premium growth or underwriting profitability or insurance
products are sold. Society will never measure the industry's value beyond the premium they
pay. They do not know what they do not know until they have a situation requiring insurance.
This lack of awareness impacts society's perspective of insurance and restricts the inflow of
talent into the industry.
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The aging workforce – Baby Boomer Generation
This P&C industry is projected to lose employees to retirement faster than young
professionals will be joining. We need to recognize that we have not only an aging workforce,
but a workforce with decreasing expertise particularly among management and senior technical
positions where many employers are not prepared to replace them. There is no strategic
solution to retain the valuable tacit knowledge and skills from soon-to-be retirees.
Academia is not engaged
The academic community lacks understanding regarding the need for underwriting
competency and, therefore, has not produced an educational curriculum to meet the needs of
the insurance industry's workforce. The low demand for the career among students results in
lack of interest or need to supply of a curriculum by faculty.
There are various risk management programs educating students for some areas within
the insurance industry; however, they are not focused on technical property and casualty
underwriting skills. Also, the supply of students in these programs is not sufficient to fill
industry demand. In addition, surveys of business students show that 50% credit their first
course in risk management or actuarial science as a factor for increasing their desire to pursue
an Insurance career. The challenge is that these courses are often not required as part of the
core requirements in business schools. For programs where the classes are required or offered,
students may not take the courses until they are well into their senior year and do not want to
delay graduation by changing their majors or doubling-majoring by adding risk management.
While the placement rate for these risk management graduates is nearly 100 percent, they are
only filling approximately 15% percent of the industry's needs.
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Competitive environment/Salary inflation
This P&C industry has many stakeholders, and although each has a different role there is
a dependency on each other to create and complete the insurance policy cycle. Despite this
dependency, the interactions are often competitive, creating a challenging work environment.
For example, the insurer is seeking to price risks profitably while the agent is looking for the
best coverage at the lowest cost for their client. The result is that the underwriter is caught in
competitive transactions which often leads to the underwriter's anxiety and frustration and
ultimately exiting the industry or opting for a less competitive environment. Also, there is
competition for talent within the industry, and this behavior inflates the salary for underwriters
impacting profitability for businesses. This transaction is a positive outcome for an underwriter
in terms of the financial benefit; however, with the salary increase comes an increase in
financial production goals that sometimes impact underwriters developing what is referred to
as 'rouge' underwriting practices affecting profitability.
Low inventory and inadequate underwriting skills in college graduates
For decades, while the world transformed manufacturing, supply chain, and more
recently, communications and technology, the insurance workforce quietly supported these
changes by innovating the risk solutions it offered. For example, the underwriter role was
expanded to include sales and marketing. As the industry gradually brought fewer young
people into insurance careers each year, these long-tenured professionals tilted the average
age upward. As of 2019, the average insurance professional is 45 years old. Approximately
400,000 employees are expected to retire from the insurance industry workforce within the
next few years, and nearly 50 percent will retire fully by 2030. With senior talent exiting the
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industry due to retirement and with fewer new entrants and among those many not adequately
prepared to replace some of these vacant roles, there is anticipation for disruption in the
underwriting profitability.
The underwriting career is complex. It requires specific market and client knowledge,
technical underwriting skills, and the ability to provide high levels of customer service.
Nevertheless, it is one of the only significant industries in the world that does not require
prospective underwriters to have an educational background in the field of underwriting.
Attorneys need a law degree, mechanics attend technical training schools, and physicians
attend medical school, but there is no specific degree requirement for an underwriter. The
result is that the industry operates with college graduates requiring extensive on-the-job and
specialized training and mentoring to develop even the minimum competencies to function
effectively in the underwriting role. Unfortunately, not all organizations have the time or
expertise to develop the underwriting competencies in their incoming talent. They have
understaffed underwriting teams with open positions or critical projects that need to be
addressed by tenured individuals. While these new graduates may have the soft skills required
to have a successful insurance career, many are challenged in a sink or swim environment,
leading to frustration, quick departure, and ultimately high turnover rates.
Impacts on industry long-term viability
The insurance industry's focus on addressing the talent gap's challenges are essential to
guarantee the industry's long-term viability. The Baby Boomer generation's retirement has
already spiked demand for talent in the workforce, and the traditional workforce development
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approaches in the insurance industry, such as entry-level training and internships, fall short in
filling the talent gap. Time is of the essence: the silver tsunami is heading our way.
This industry must be ready to shift from a culture of avoiding the warnings to being
open to a holistic approach to understanding the problem and identifying practical solutions.
Leaders must act now to avoid an anticipated crisis in this field.
The silver tsunami21 is heading their way.
Premortem
After an Avianca Airlines jet crashed in 1984, the recovered black box provided insightful
and alarming data: before the accident, the audio from the ground proximity warning system
(GPWS) repeated, "pull up, pull up, pull up!" The experienced pilot responded, "Shut up,
Gringo," and turned off the warning system. Minutes later, the plane crashed into the side of a
mountain with no survivors. This disaster was not due to GPWS error; it was due to the pilot
who chose to ignore the warning.
Disasters influenced by people who fail to heed warnings are, unfortunately, too
common. While the 2011 Fukushima Nuclear Power Plant in Japan was primarily caused by the
Tohoku earthquake and subsequent tsunami, an independent investigation by Japan's
parliament concluded that Fukushima was "a profoundly man-made disaster," blaming the
company for failing to meet safety requirements or to plan for such an event.
Post-Mortem

21

The Silver Tsunami is a metaphor used to describe population aging. The silver tsunami metaphor has been used in popular media and in
scholarly literature to refer to the late-twentieth-century demographic.
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After businesses failures or disasters, we ask, "what happened?" To answer this, we do a
“post-mortem” which like a medical process is a review and evaluation of why the outcome
turned out as it did. Unfortunately, this explanation cannot undo the failure or disaster.
Research conducted in 1989 by the Wharton School, Cornell, and University of Colorado
found that imagining that an event has already occurred increases the ability to identify reasons
for future outcomes by 30%. This method of prospective hindsight or pre-mortem seeks to
identify threats and weaknesses within an organization, a project, or a system via the
hypothetical presumption of near-future negligence . It is the opposite of a post-mortem
because it allows for improvement, reduction of loss and avoidance rather than seeking reasons
for a disaster you would have preferred to avoid.
Consider the following premortem of the P&C Industry. Imagine you are in Jeff Bezos'
rocket and propelled into space and, due to a cosmic anomaly, projected into the future – ten
years from now. When you return in 2031, all the senior leaders, mentors, trainers, and
technical specialists in P&C are aged 67 or older and have retired. There had been an effort to
move middle and entry-level staff into the vacancies, but there was not enough available talent
to fill all of the necessary positions. Unfortunately, recruiters had been able to find only a small
number of new people, because so few were interested in the insurance industry. Furthermore,
competitors, also seeking to hire from the same small pool of talent who could be found, had
created salary inflation.
Consider the situation: with the mentors and trainers retired, who is going to mentor
and provide ongoing development to the staff? Would you panic? "How is the industry to
function without adequate staffing?"; "Why didn't we prepare for this in 2021?
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Worse, you are reminded that the record-high number of catastrophic events such as
tornadoes, wildfires, hurricanes, and the pandemic have taken their toll on capital investment.
Reinsurance companies have reduced their capacities and are demanding higher rates. Can you
trust that the stock market will provide adequate returns to offset the pool of risks taken? Are
you confident in the competencies of the newly promoted staff to underwrite profitably,
service your clients effectively, and provide a return on investment for your investors? The final
straw is drawn: Forbes magazine published a cover story.

Figure 2.21 – Premortem of the P&C Industry22

22

Image of silver tsunami was taken from Getty Images - https://www.gettyimages.com/ 2021
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Review of the Pre-Mortem
Although the just-described scenario is a hypothetical presumption of near-future
negligence, it can become reality. The P&C industry has received many warnings of the
impending talent gap; yet these warnings remain ignored and denied. It is critical to pay
attention NOW because the baby boomer generation is retiring! A silver tsunami is nearly upon
the industry, and leaders need to be prepared or will be washed away.
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CHAPTER III METHOD OF INQUIRY
Introduction

The researcher was informed by 36+ years of professional experience and a passion for
and knowledge of the P&C insurance industry. The mess formulation conducted in chapter II
provides insights into the complications and complexities contributing to the problem of the
impending talent gap. This study, via a survey, shared the mess formulation findings via a
reference scenario and a pre-mortem to increase situational awareness of the challenges of the
impending talent gap and the possibility of what can happen if nothing changes in how the
system currently operates. The survey collected data from the participants regarding their
perception of the problem, thereby answering RQ3: If a compelling story is presented, will key
stakeholders be influenced to implement change?
This section outlines the participants and the research method of the study. It also
outlines the survey design, source of data, ethical consideration, method of data analysis, and
validity and reliability of the research study.
Research Method
According to McCusker & Gunaydin (2015), quantitative research focuses on the
volume, quantity, and research topic. The focus of quantitative research is to develop general
laws of behavior and phenomenon across multiple settings and contexts to reject or support a
specific theory, which is not the intent of this study. However, qualitative research assumes a
multimethod approach to research by involving interpretive and naturalistic design to the
subject matter. Researchers have carried out qualitative research with various designs such as
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narrative, ethnographic, and grounded theory research. A narrative study would only be
practical for studying the life of a single person to establish their experiences.
On the other hand, an ethnographic study approach would not be practical because it
focuses on analyzing and interpreting data from one source. Similarly, the grounded theory
model is ineffective since the research aims not to identify a particular theory. Descriptive
research is data collected qualitatively and analyzed using quantitative procedures (Nassaji,
2015). Descriptive research is used literally in describing situations or events and accumulating
a solely descriptive database - it does not necessarily seek or explain relationships, test
hypotheses, make predictions, or get at meanings and implications. Therefore, observation and
survey tools are often used to gather data (Gall, Gall, & Borg, 2007). This form of research is
often used as the initial research procedure in opening up a new area of investigation where
there is insufficient knowledge for experimental research (Lambert and Lambert, 2012). After
reviewing the various methods, the descriptive approach is considered the most suited to
address the research question (RQ3).
The descriptive method of inquiry was adopted to explore the views of the industry
leaders into whether or not they agree with the output of the mess formulation, a reference
projection of the property and casualty insurance industry. Their perspective as critical
stakeholders is one of a qualitative analysis approach with Likert scale questions and closeended questions whose finite set of responses was counted and tabulated. This approach was
chosen because the purpose was to generalize from the sample of participants and apply the
results to the industry at large. The research question, context, and purpose were not looking
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to create or reject any theory. The research question intends to understand the participant's
perspective regarding the reference scenario, which provided insights for further research.
Sources of Data
The primary data source for this study was a survey design and administered by the
researcher. The survey questions were focused on addressing the study's research question and
allow the researcher to collect the views and perceptions of critical stakeholders without
interfering with their responses. The responses from the participants were analyzed based on
Likert-scale or open-ended questions. Likert-type data is ordinal data; therefore, the results
show the distribution of responses through bar charts and pie charts to show frequencies. For
open-ended questions, the thematic analysis was utilized, and the findings were used to inform
the study recommendations.
Ethical Considerations
Researchers must protect their study subjects and address possible ethical issues
involved in a study (Creswell, 2009). The integrity of the research must also be protected. This
study adhered to all the principles set forth by the university, which outlines ethical principles
for the conduct of research of human subjects, including (1) respect for persons, (2) potential
benefit, and (c) justice (National Commission for the Protection of Human Subjects of
Biomedical and Behavioral Research, 1979). This study adhered to the principles by explaining
any purpose and potential benefits and risks associated with the research, along with
information regarding confidentiality and the voluntary nature of the study where the
participant may decide to drop out at any time for any reason.

59 | P a g e

Before gathering data, the proposal was reviewed and accepted by the IRB at Thomas
Jefferson University (see Appendix E). All participants were told there is no negative
consequence for not completing the survey for any reason. The data collected from each
individual was coded to assign specific answers to an individual and thus providing protection
where identity was concerned. The collected survey data is stored on the researchers'
computer, which is password protected and for the sole use of the researcher. All other data
collection materials will be destroyed after the study is completed and within the mandatory
five years waiting period.
Participants
The commercial property and casualty insurance industry's key stakeholders consist of
Agents and Brokers, Managing General Agents, Insurance companies, and Reinsurance
companies. Leaders was selected to participate in the survey because their insight is critical to
addressing the problem. The criteria utilized to select the participants were their role,
experience, and relevance to the industry challenges; leaders who are decision-makers within
their organization and have leverage within the industry to impact change. A total of 150
industry leaders that fit the criteria was contacted to participate in the survey via their work
email. Survey access was via a link generated when the survey was created and included in an
email to the participants. All participants was provided ten days starting from the date of the
email to complete the survey.
Survey Design
This survey was generated using Qualtrics software (Qualtrics 2018, Provo, UT, USA).
The survey was designed with 12 questions and formatted with open-ended and Likert-scale
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questions, allowing the participant to provide their feedback. The questions were developed to
understand the participant's perspective of the reference scenario and the premortem; explore
their willingness to influence change (see Appendix B & C for a complete list of questions); and
allows for recommendations, including a vision of an ideal system. The email sent to the
participants included a copy of the scenario and premortem along with a cover letter (see
Appendix D).
Once the survey design was completed, it was published. The Qualtrics software
provided various distribution options for the survey. The survey link that was generated after
the survey was published was utilized. This link was included in an email sent to the participants
informing them of the study. The output data from the completed survey data was captured by
utilizing Qualtrics software. This data was downloaded to a CSV file and analyzed in Microsoft
Excel (Microsoft Office 2016, Version 16.0).See Appendix B and C for survey email and survey
questions.
Method of Data Analysis
The data output and data analysis for this research was generated using the Qualtrics
software dashboard section “data & analysis.” This section displays and reviews the captured
results in the response window. The data was downloaded using the pdf and excel document
formats. The data was then validated by sorting the surveys based on the completion of all
questions. All surveys with blank fields or incomplete answers was separated from the fully
completed surveys. The sorted data was then ready for analysis by summarizing the data and
identifying patterns.
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Validity and Reliability
Researchers must protect their study participants and address possible ethical issues
involved in a study (Creswell, 2009). The integrity of the research must also be protected. This
study required formal IRB approval by Jefferson University. Upon approval, the survey process
adhered to all of the IRB guidelines throughout the study. All ethical principles for the conduct
of research such as explaining the purpose of the study, maintaining the individual's
confidentiality by sending a separate email to each participant, anonymity by using the survey
link to provide the participants direct access to the survey in Qualtrics software, and
confirmation of the voluntary nature of the study was executed. All participants had the option
to complete or decline completing the survey for any reason.
Researcher Affiliation and Positionality
Positionality describes an individual’s world view and position regarding a research task
and its social and political context (Foote & Bartell 2011). The individual’s worldview can impact
ontological, epistemological, and human nature and agency (Sikes, 2004). Values and beliefs
shaped by political allegiance, religious faith, gender, sexuality, historical and geographical
location, ethnicity, race, social class, status, and (dis)abilities can create biases (Wellington
2005).
The researcher is a professional of 36+ years in the property and casualty insurance
industry. Her passion for and knowledge of the P&C insurance industry informed this
dissertation. Our world is constantly evolving; new risks continue to emerge including
nanotechnology, cybertechnology, genetic engineering, and space travel for the public. The
support insurance provides fuels these innovations to market; therefore, the insurance &
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reinsurance industry's contributions benefit many aspects of the U.S. and global economy. The
professional services provided contributes to the operations of the macro business
environment and are indispensable; therefore, it is critical to address the talent gap challenge.
It was vital to include insurance industry experts as participants, ensuring knowledge and a
range of expertise within various key stakeholders' practices. The research survey questions
were explicitly designed to prevent the researcher's prior experiences and opinions from
shaping the questions or influencing the interpretation of their feedback.
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CHAPTER IV: RESULTS AND DATA ANALYSIS
Introduction
This chapter contains the results and analysis derived from the survey that explored the
views of the industry leaders into whether or not they agree with the output of the mess
formulation of the property and casualty insurance industry. It also collected data as to
whether or not the industry leaders are willing to influence change, thereby providing insights
into the research question: RQ3: If a compelling story is presented, will key stakeholders be
influenced to implement change?
This chapter also provides the background to the respondents by briefly analyzing their
demographic, followed by findings and analysis of the collected data. The findings and analysis
have incorporated quantitative analysis on the Likert scale questions regarding participant’s
industry role and tenor, perspective regarding the mess formulation, general awareness of the
impending talent gap, and agreement or disagreement with factors that contribute to the
problem. It also utilized a thematic method to analyze the open-ended questions regarding the
sustainability of the current P&C business model, proposed ideas for a new business model, and
any additional voluntary information collected in the survey. The responses from the
participants was analyzed based on Likert-scale or open-ended questions. Likert-type data
results is displayed to show the distribution of responses through bar charts and pie charts to
show frequencies. For open-ended questions, the thematic analysis was utilized, and the
findings was used to inform the study recommendations. Overall, tables and diagrams have
been used to provide simplistic reader-friendly writing. Finally, the summary of this chapter is
provided.
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Survey Results
The data and corresponding numeric values used in the analysis are found on the
survey results attached in the appendix (Refer Appendix F). The survey targeted 150 potential
participants across the United States of America. However, only 72 participants completed the
survey within the defined time frame of ten days. The chart below(Figure 4.1) shows the
response rates based on the target versus responded, completion, and partial completion.
Quantitative analysis - Likert scale questions

Figure 4.1: Response rate of participants

Q1: For how many years have you worked in the insurance industry?
This was a quantitative question and a total of 41 participants completed this question.
The majority of participants had 26 or more years in the P&C industry, representing 44% of the
response. Seven participants had between 21 to 25 years’ experience representing 17% of the
response. Twelve participants have more than ten years but less than 21 years in the industry,
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representing 30% of the response. The remaining 4 participants have between 1 to 10-years
tenor, representing 9% of the response. The charts below (Table 4.1 and figure 4.2)represent
the data.
#

Answer

%

Count

1
2
3
4
5
6

0 - 5 years
6 - 10 years
11 - 15 years
16 - 20 years
21 - 25 years
26 or more years
Total

7%
2%
15%
15%
17%
44%
100%

3
1
6
6
7
18
41

Table 4.1: Number of Participant’s response to Tenor

Figure 4.2: Percentage of participants response to tenor

Q2: What is your current role/job?
The charts below shows the targeted and number of respondents based on industry
segment. Insurers and Agents/Brokers had the higher rate of response compared to Academia,
MGA’s and Other industry experts. The charts below (Figure 4.3 and table 4.2) represent the
data.
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Industry
Academia
Agent/Broker

Insurer
MGA
Other

Targeted
5
45
45
45
10

# of
Respondents
1
13
20
7
0

Table 4.2: Industry Response

Figure 4.3: Industry response

Q3: Do you have financial ownership in your current organization?
The survey asked whether or not the participants have ownership in their current
organization. A total of 46 participants responded to this question. Nine had ownership, and
thirty-seven did not. The charts below (Figure 4.4) represent this data.

Figure 4.4: Financial ownership of respondents

Q4: After reading the scenario/premortem, please rate its accuracy by selecting a value
Before the survey, the participants were sent a write-up of the reference scenario and a
pre-mortem of what can happen if nothing is done to address the impending talent gap
problem. Forty-six participants responded to this question. The majority either agree or
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strongly agree, while 4 participants somewhat agree and 1 neither agree nor disagree. The
charts below (Figure 4.5 and table 4.3) represent this data.

Figure 4.5: Participant agreement with scenario/premortem

#

Answer

%

Count

1
2
3
4
5
6
7

Strongly disagree
Disagree
Somewhat disagree
Neither agree nor disagree
Somewhat agree
Agree
Strongly agree
Total

0.00%
0.00%
0.00%
3%
9%
41%
47%
100%

0
0
0
1
4
19
22
46

Table 4.3: Participant agreement with scenario/premortem

Q5: Rate the degree to which the scenario/premortem provides insight into the challenges of
talent gap

Forty-six respondents answered this question. Forty-eight percent agree with the
scenario/premortem while 35% strongly agree. Thirteen percent of the respondents somewhat
agree and only two percent somewhat disagree. The charts below (Figure 4.6 and table 4.4)
represent the data.
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Figure 4.6: Insight gain by participant from the premortem/scenario

#
1
2
3
4
5
6
7

Answer
Strongly disagree
Disagree
Somewhat disagree
Neither agree nor
disagree
Somewhat agree
Agree
Strongly agree
Total

%
0%
0%
4%

Count
0
0
2

0%

0

13%
48%
35%
100%

6
22
16
46

Table 4.4: Insight gain by participant from the premortem/scenario

Q6: Rate the degree to which you agree with the mess formulation
The mess formulation suggests the following as driving factors for the impending talent
gap: Lack of awareness of the insurance career, low inventory/inadequate skills at entry-level,
competitive environment leading to salary inflation, society has a negative view of the industryleading to low entry into the industry and the industry has an aging workforce. It also proposes
the question of whether or not the viability of the industry is sustainable. These factors were
presented in the survey requesting the participant’s view. The majority of the 46 respondents
69 | P a g e

either agree or strongly agree with most of the proposed factors. The charts below (Figure 4.7
and table 4.5) represents the data.

Figure 4.7: Participant agreement with mess formulation

Disagree

Somewhat
Disagree

Neutral

Somewhat
Agree

Agree

Strongly
Agree

Lack of awareness of ins career

0

1

2

10

17

16

Society - negative view of Industry

0

0

1

1

15

29

Low inventory/inadequate skills at entry level

0

1

1

7

15

22

Aging workforce - loss of tacit knowledge

0

0

0

1

15

30

Competitive environment - salary inflation

0

0

15

7

10

14

5

8

12

Question

Viability of industry long-term sustainability
5
4
12
Table 4.5: Participant agreement with mess formulation

Q7: Prior to the survey, rate your level of awareness of the talent gap challenge
The 46 respondents had different levels of awareness of the impending talent gap prior
to reading the reference scenario. Sixty-three percent of the respondent were either unaware
or not very aware of the problem, while the remaining thirty-seven percent had a higher
awareness. The charts below (Figure 4.8 and table 4.6) represent this data.
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Figure 4.8: Participant awareness of the impending talent gap

Moderately Slightly
Slightly Moderately Much
Neutral
Lower
Lower
Higher
Higher
Higher
5
13
11
1
12
4
Table 4.6 Participant awareness of the impending talent gap

Q8: How likely are you to discuss this reference scenario/premortem with leadership team?
Forty-six participants answered this question. Out of the participants who responded,
31% are moderately likely to discuss with their leadership team and 34% are extremely likely to
discuss with their leadership team. Fifteen percent is moderately unlikely to have any
discussion with their leadership team. The charts below (Figure 4.9 and table 4.7) show the
details of the data.
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Figure 4.9: Participant likely to share the scenario/premortem with leadership team

#

Answer

%

Count

1

Extremely unlikely

0%

0

2

Moderately unlikely

15%

7

3

Slightly unlikely

4%

2

4

Neither likely nor unlikely

9%

4

5

Slightly likely

7%

3

6

Moderately likely

31%

14

7

Extremely likely

34%

16

Total

100%

46

Table 4.7: Participant likely to share the scenario/premortem with leadership team

Q9: To what degree do you believe a new business model/practice for the Commercial P&C
Industry is necessary?
Forty-six participants responded to this question. Thirty-four percent strongly agree
that there is a need for a new P&C business model, forty-four percent agree, and nineteen
percent somewhat agree. The remaining three percent disagree there is a need for a new
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business model/practice for the Commercial P&C Industry. The charts below (Figure 4.10 and
table 4.8) show the details of the data.

Figure 4.10: Participant agreement for a new business model

#

Answer

%

Count

1

Strongly disagree

0%

0

2

Disagree

3%

1

3

Somewhat disagree

0%

0

4

Neither agree nor disagree

0%

0

5

Somewhat agree

19%

9

6

Agree

44%

20

7

Strongly agree

34%

16

Total

100%

46

Figure 4.8: Participant agreement for a new business model

Qualitative analysis using a thematic method - open-ended questions
Coding is a method used to analyze data by identifying themes or codes that appear in
qualitative data and then assigning data intersections to those codes (Gibbs, 2007). Miles and
Huberman (1994) state that codes are tags or labels for assigning units of meaning to data. For
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this survey data, thematic coding is utilized to analyze the three open-ended questions in the
survey.
Since this is a small data set, it was possible to review and sort the data manually and
utilized thematic coding to analyze the results. The first step was reading all the responses for
each of the questions separately to become familiar with the comments provided, making
notes based on first impressions. The responses were re-read again one by one very carefully,
line by line. The second step was labeling relevant responses, such as words, phrases,
sentences, and sections in the repetitive responses, identifying actions, activities, concepts,
differences, opinions, and processes relevant and essential to the research.
Finally, the labels were sorted, and the most important were used to create themes by
combining several codes. Refrained from using pre-defined themes; instead, an unbiased and
open-minded review of the data allowed for the themes to be defined by the participant's
responses.
Q10: What is your vision of a new business model?
Twenty-four participants answered this open-ended question. The remaining
participants either left this question blank or exited, which the survey allowed.
After careful review of the themes, these finalized categories were created for Q10:
•
•
•
•
•
•
•
•
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Technology & AI
Training
Stakeholder Collaboration
Succession Planning
Awareness of career to young talent
Outsourcing
Did not understand the question
Not Sure

The data shows 29% of the respondents identified technology and artificial intelligence
(AI) as the vision for a new business model, while 17% proposed training. Also, 17% did not
understand the question since the responses did not align with a vision for a business model.
The chart below (Figure 4.11 and table 4.9) displays the responses and identifies the number of
responses for each category. See Appendix G for the detailed process used in this thematic
analysis.

Figure 4.11: Participant’s proposed new business model

Technology/AI

Training

7
29%

4
17%

Category
Response
Percentage

Awareness
Did not
Stakeholder Succession
Not Sure
of career to Outsource understand
Collaboration Planning
How
young talent
question
1
1
2
1
4
2
4%
4%
8%
4%
17%
8%

Other
2
8%

Table 4.9: Participant’s proposed new business model

Q11: How do you propose developing this new business model?
Twenty-three participants answered this open-ended question. The remaining
participants either left this question blank or exited, which the survey allowed.
After careful review of the themes, these finalized categories were created for Q11:
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•
•
•
•
•
•
•
•
•
•

Technology & AI
Training
Academia/Curriculum
Stakeholder Analysis
Analytics
Not Sure
Specialization/Segments
Requisite Minds/Brain Storm
Revamp Agent/Broker Model
Insurance Fund for Colleges with Insurance Programs

The data shows 22% of the respondents identified technology and artificial intelligence
(AI) as the means for developing a new business model, while 17% proposed training. Also,
26% was not sure and 13% recommended academia’s involvement. The chart below (Figure
4.12 and table 4.10) displays the responses and identifies the number of responses for each
category. See Appendix G for the detailed process used in this thematic analysis.

Figure 4.12: Participant’s proposed strategy for new business model
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How do you propose
developing this new
business model?
Total respondents who
answered
% of respondents who
answewred

Technology
Academia/ Stakeholder
/AI
Training Curriculum Analysis
5
22%

Insurance
Requisite
Revamp
Fund for
Specializtion
Minds/Brain Agent/Broker Not Sure Colleges with
/Segments Analytics storm
Model
How
Ins Programs

4

3

0

1

1

1

1

6

1

17%

13%

0%

4%

4%

4%

4%

26%

4%

Table 4.10: Participant’s proposed strategy for new business model

Q12: Is there anything else you would like to share about this challenge?
Nineteen participants answered this open-ended question. The remaining participants
either left this question blank or exited, which the survey allowed.
After careful review of the themes, these finalized categories were created for Q12:
•
•
•
•
•
•
•
•
•
•

Impressed by the study
Lack of leadership in the industry
Employee Development is lacking
Academia Partnership is needed
Remote work should be the norm
Nepotism is an issue
Diversity is an issue
Expansion of Risk Management Programs
Reactive industry
Nothing to add

The data shows 16% of the respondents were impressed with the study, while 16%
made comments regarding employee development. Also 21% had nothing to add. Eleven
percent made statements regarding partnership with academia. The chart below (Figure 4.13
and table 4.11) displays the responses and identifies the number of responses for each
category. See Appendix G for the detailed process used in this thematic analysis.
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Figure 4.13: Participant’s additional comments

Is there anything else you would like to share
about this challenge?
Total respondents who answered X
% of respondents who answewred X

Employee
Expansion
Impressed Lack of
Academia Remote
Reactive Nothing to
Developme
Nepotism Diversity of Risk Mgt
by the study leadership
Partnership work Model
Industry
add
nt
Programs
3
2
3
2
1
1
1
1
1
4
16%

11%

16%

11%

5%

5%

5%

5%

5%

Table 4.11: Participant’s additional comments

Data Analysis
Seventy-two responses were received from the targeted 150 potential respondents,
constituting a 48% response rate for the survey. Out of the 72 responses, 46 respondents (64%)
have completed all the questions (except for question #1, which had only 41 respondents)
required to be answered, while 26 respondents (36%) had partial answers. The remaining 78
(52%) targeted participants either exited the survey or did not attempt to answer any
questions. The responses gathered from the survey have been analyzed using the embedded
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21%

tool from Qualtrics for the Likert scale questions, and Excel software was used to analyze the
open-ended questions.
In reviewing the survey results, the data shows that 61% of the respondents have over
20 years of industry experience. The data also shows that only 20% have financial ownership in
their organization. Since the survey was deliberate in targeting participants in a leadership role,
the results suggest that leaders in the P&C industry have long-term tenors, and the majority do
not have any financial ownership. Regarding the participant's agreement with the accuracy of
the scenario and premortem, 88% agree that the scenario and premortem are accurate.
Regarding their knowledge of the talent gap, 83% agree that the scenario/premortem provided
insights into the challenges of the impending talent gap.
Five of the six driving factors (lack of awareness of insurance career; society's negative
view of the insurance industry; low inventory & inadequate skills at an entry-level; aging
workforce/loss of tacit knowledge, and competitive work environment leading to salary
inflation) presented from the mess formulation in the form of a premortem had a high level of
agreement from the respondents. The majority either agree or strongly agree, while the
majority of the respondents for the proposed "viability of the industry and long-term
sustainability" factor either strongly agree or neither agree nor disagree (neutral). The data
suggests that although most of the respondents agree with the impending talent gap, they are
not unanimous regarding the viability of the P&C industry's long-term sustainability.
The majority of the respondents have some awareness of the impending talent gap
before the survey, and there is a high degree of agreement that there is a need for a new P&C
business model/practice. However, the request for their vision of a new business model and its
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development seem to generate themes such as technology and artificial intelligence, training,
stakeholder collaboration, succession planning, and outsourcing instead of viable strategies.
These results aligns with the secondary data collected during the mess formulation, confirming
that although the industry leaders are aware of the problem, there are no viable strategies to
address it, leading to the current acute state of the talent gap.
Conclusion
This chapter discussed the data results and analysis regarding the participant's response
to the scenario and premortem. This study utilized the descriptive method of inquiry to explore
the views of the industry leaders into whether or not they agree with the output of the mess
formulation of the property and casualty insurance industry. It also collected data on whether
or not the industry leaders are willing to influence change, thereby providing insights into the
research question (RQ3). The main findings of the investigation were summarized under the
data analysis section. Chapter V concludes the study, discusses its limitations, and makes
recommendations for practice and further research.
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CHAPTER V: CONCLUSIONS AND RECOMMENDATIONS
Introduction
This final chapter concludes this dissertation. It provides the reader with a summary of
the research, including the problem and the methods involved. It also reports the research
findings, discuss the limitations, and the recommendations for the industry leaders and future
research.
The capacity of the conclusions is limited to the context of the Property and Casualty
Insurance Industry in the United States. Thus, applied to other industries, these conclusions
may yield incorrect assumptions. Still, these conclusions are relevant to the P&C Industry.
Summary of Research
The Property and Casualty industry plays an essential role in the economy; however, it faces
a looming talent crisis due to an inadequate talent pool, aging workforce, and inadequate
interest by eligible applicants. The research shows that although the industry leaders have been
aware of the problem for many years, there is no apparent strategy to address it, so it
continues to exist and has become acute. The aims of this dissertation is to address areas
where limited research has been presented; increase the situation awareness of the challenges
and influence key stakeholders towards change. Three research questions were proposed, and
the study was conducted in two phases.
Study Phase I
The first phase utilized secondary data collected from various reports by consulting firms
such as Deloitte and McKinsey and articles from Insurance Journal, NAIC, Insurance Information
Institute, and scholarly articles from Google Scholar searches; the researcher's knowledge and
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experience of the property and casualty insurance industry, and an interactive brainstorming
session with four industry experts. The secondary data was used to create a system mapping
which aid in defining the problem through the mess formulation of Interactive Planning
method.
Study Phase II
For the second phase, the research approach was non-experimental, qualitative and
quantitative which is exploratory-descriptive and contextual. The data was collected through a
survey that shared the mess formulation findings via a reference scenario and a pre-mortem.
The survey collected data from the participants regarding their perception of the
scenario/premortem.
Findings
Based on the results of the mess formulation and the data analysis, there are three main
results based on the three research questions proposed in this study.
RQ1: How and why does the system operate the way it does?
The combination of the system and obstruction analysis that resulted from the mess
formulation discussed in Chapter II revealed the system’s current behavior through
identification of these challenges:
•

Imbedded culture within the system:
o Hiring of friends and family creating diversity issues and nepotism
o The industry has not created awareness of the viability of a career in the
P&C Industry.
o The lack of awareness of the career creates low inventory of talent.
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o There is also protection of industry technical knowledge leading to no
collaboration with academia. The result is inadequate underwriting skills
in college graduates
•

The impending aging workforce creates an imbalance with regards to supply and
demand of talent. This results in a competitive environment, creating salary
Inflation.

RQ2: Is the current system sustainable if nothing changes?
The key obstruction factors resulting from the mess formulation, also discussed in
Chapter II suggest that the industry will need to fill approximately 400,000 leadership positions
by 2030 due to retirement. There is not currently enough inventory to fill this gap; therefore,
the industry is projected to be in crisis and may not be sustainable if nothing changes.
RQ3: If a compelling story is presented, will key stakeholders be influenced to
implement change?
The findings from the survey discussed in Chapter IV show that despite their lack of
vision and strategies for a new P&C business model, most leaders say they are willing to discuss
the scenario/premortem with their leadership team, thereby influencing change.
Limitations of the Research
As with any research study, there are limitations as to the generalizability and reliability
of the findings. As this study is exploratory, many of the findings may not be generalizable to all
industries. However, this study provides a starting point for future research into the talent gap
within the Property & Casualty Industry. The study participants are from various stakeholders;
however, not all are represented in the data. In addition, the Covid-19 pandemic provided
additional limitations that reduced the options of data collection methods due to the lack of
face-to-face contact.
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Recommendations
The findings of this study have a number of important implications for the Property &
Casualty Insurance Industry, academia and other relevant stakeholders. The evidence from this
study suggests that:
1. The insurance carriers within the property and casualty industry should take a
leadership role in addressing the talent-gap challenges because they are the only
stakeholder within the P&C industry system who owns the financial risk from the
insurance policy contract. The other stakeholders are required for the transaction of the
policy contract cycle; however, they are paid by the insurance carriers and do not own
any part of the financial risk. This financial impact is a key driver for change.
2. All stakeholders (insurance carriers, agents & brokers, and managing general agents)
should collaborate with academia to create a curriculum to address the challenges of
inadequate industry knowledge and skillset for new entrants. A specialized training
curriculum can shorten the learning curve for the new entrants entering the industry
3. The industry needs to collaborate and generate strategies that provide awareness of the
viability of a career within the P&C industry. They should target at high-school levels
since college entrants have already decided, for the most part, on their chosen career
path. The industry also needs to provide a financial incentive to prospects.
Recommendations for Future Research
Many potential areas have been opened up based on this research topic of the talent gap
within the Property & Casualty Insurance Industry. It is suggested that future research can focus
on areas such as:
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•

The role of academia in addressing the talent gap

•

Cultural diversity and nepotism challenges within the P&C industry and its impact on the
talent gap

•

Viability for the transfer of tacit knowledge to implicit knowledge within the industry

•

The impacts of succession planning within the P&C Industry

•

The role of technology and artificial intelligence within the P&C Industry

•

Additional research can be developed to envision a new P&C business model.

Conclusion

It has been concluded that the mess formulation method effectively determines how
and why the P&C industry operates the way it does. If nothing is changed in the way the P&C
system currently operates, the current business model is likely, not sustainable. The findings
further revealed that although the talent gap remains a significant problem, industry leaders
are not sure how to strategically resolve or dissolve the problem; even though they say they are
willing to influence change.
The scope of this dissertation was not to demonstrate redesign of the industry;
however, it is important to this research to understand that the actual measure of change is
behavior, which can be difficult to implement. Also, effective change to an entire system with
focus on parts can be a challenge, as in the case of the Property and Casualty Insurance
Industry. The P&C industry is complex and requires a strategic overall design prototype to guide
the process of change. This dissertation sets the stage for this and offers some tactical advice.
Although culture change is an enormous challenge, systems-informed thinking, methodology
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and tools are significant contributions to the domain and hopefully this approach to thinking
can be motivational for others.
The three research questions have been answered successfully. The aim of the research
is achieved by presenting research where there was limited research. The study also increases
the situational awareness of the talent gap challenges within the P&C Industry and ultimately
influences key stakeholders towards change. The objectives of this research have been
achieved successfully.
Final Thoughts
Undertaking this research study has been an invaluable learning experience especially
understanding the nature of research and the cyclical, sometimes messy, research process.
Another example of learning is that things do not fit neatly into categories and that research
can be frustrating and sometimes tedious, yet at other times enriching and even exhilarating.
This research study has also provided some key ideas and great insights which have
helped inform the researcher's professional values and guidelines for possible changes to future
practice. The intent is to explore further the impact of her role as an industry practice leader
and how she may be involved since she now has a growing awareness of how and why the P&C
Industry operates the way it currently does and how these factors affect change and impact.
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DATE: 09/10/2021

Appendix A
Commercial Property & Casualty Insurance Industry Talent Gap
Dear Stakeholder:
I am contacting you because you are an insurance industry expert, stakeholder, and your
opinions are important. I am completing my doctoral dissertation - on the challenges to attract
and retain talent in the Commercial P&C Insurance Industry - in the Doctor of Management in
Strategic Leadership program at Thomas Jefferson University in Philadelphia, PA. I am studying,
in particular, what can happen to the industry if no changes are made to the current business
model, which research describes as "pale, stale, and outdated."
Attached is a copy of the system mapping that describes the current state of the system as is.
This version is a draft, and to finalize this system mapping, I am requesting your participation in
an interactive session with other industry leaders. I propose a zoom call, with the date and time
confirmed based on everyone's availability. This session will allow for discussions, input, and
recommendations for the final system mapping. Please note that the organizations invited to
represent the discussion are: Chubb, AON, NSM, and AmWins.
Please advise your willingness to participate and, if so, your date and time of availability. Please
note that this is a research study and your participation is voluntary without any obligations to
participate.
I look forward to your response.
Sincerely,
Bibi Khan
Bibi Khan
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DATE: 09/13/2021

Appendix B
Commercial Property & Casualty Insurance Industry Talent Gap
Dear Stakeholder:
I am contacting you because you are an insurance industry expert, stakeholder, and your
opinions are important. I am completing my doctoral dissertation - on the challenges to attract
and retain talent in the Commercial P&C Insurance Industry - in the Doctor of Management in
Strategic Leadership program at Thomas Jefferson University in Philadelphia, PA. I am studying,
in particular, what can happen to the industry if no changes are made to the current business
model which research describes as "pale, stale, and outdated."
Attached is a copy of a scenario that could describe the industry if changes are not made. Also
included is a link to an opinion survey about the scenario as well as related questions. Please
note that all individual responses will be kept confidential.
Please note that this is a research study and your participation is voluntary without any
obligations to participate.
I look forward to your completion of this important survey.
Sincerely,
Bibi Khan
Bibi Khan
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Appendix C
Survey: Commercial Property & Casualty Insurance Industry Talent Gap Survey

For how many years have you worked in the insurance industry?
•

0-5 years

•

6-10 years

•

11-15 years

•

16-20 years

•

21-25 years

•

26 or more years

What is your current role/job?

Do you have financial ownership in your current organization?
•

Yes

•

No

Scenario/Premortem
After reading the scenario/premortem, please rate its accuracy by selecting a value:
•

Strongly disagree

•

Disagree

•

Somewhat disagree

•

Neither agree nor disagree

•

Somewhat agree

•

Agree

•

Strongly agree
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Rate the degree to which you agree with the following:
There is a lack of awareness of the insurance career
•

Strongly disagree

•

Disagree

•

Somewhat disagree

•

Neither agree nor disagree

•

Somewhat agree

•

Agree

•

Strongly agree

Society has a negative view of the insurance industry
•

Strongly disagree

•

Disagree

•

Somewhat disagree

•

Neither agree nor disagree

•

Somewhat agree

•

Agree

•

Strongly agree

There is low inventory and inadequate skills in entry level
•

Strongly disagree

•

Disagree

•

Somewhat disagree

•

Neither agree nor disagree

•

Somewhat agree

•

Agree

•

Strongly agree

There is an aging workforce – loss of tacit knowledge
•

Strongly disagree

•

Disagree
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•

Somewhat disagree

•

Neither agree nor disagree

•

Somewhat agree

•

Agree

•

Strongly agree

There is a competitive environment – salary inflation
•

Strongly disagree

•

Disagree

•

Somewhat disagree

•

Neither agree nor disagree

•

Somewhat agree

•

Agree

•

Strongly agree

There is viability of industry long-term sustainability
•

Strongly disagree

•

Disagree

•

Somewhat disagree

•

Neither agree nor disagree

•

Somewhat agree

•

Agree

•

Strongly agree

Prior to this survey, rate your level of awareness of the talent gap challenge
•

Much lower

•

Moderately lower

•

Slightly lower

•

About the same

•

Slightly higher

•

Moderately higher
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•

Much higher

How likely are you to discuss this reference scenario/premortem with your leadership team?
•

Extremely unlikely

•

Moderately unlikely

•

Slightly unlikely

•

Neither likely or unlikely

•

Slightly likely

•

Moderately likely

•

Extremely likely

To what degree do you believe a new business model/practice for the Commercial P&C Industry is
necessary?
•

Strongly disagree

•

Disagree

•

Somewhat disagree

•

Neither agree nor disagree

•

Somewhat agree

•

Agree

•

Strongly agree

What is your vision of a new business model?

How do you propose developing this new business model?

Is there anything else you would like to share about this challenge?
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Appendix D
COMMERCIAL PROPERTY & CASUALTY INDUSTRY – IMPENDING TALENT GAP!!
By Bibi Khan – September 2021

After an Avianca Airlines jet crashed in 1984, the recovered black box provided insightful and
alarming data: before the accident, the audio from the ground proximity warning system
(GPWS) repeated, "pull up, pull up, pull up!" The experienced pilot responded, "Shut up,
Gringo," and turned off the warning system. Minutes later, the plane crashed into the side of a
mountain with no survivors. This disaster was not due to GPWS error; it was due to the pilot
who chose to ignore the warning.
Disasters influenced by people who fail to heed warnings are, unfortunately, too common.
While the 2011 Fukushima Nuclear Power Plant in Japan was primarily caused by the Tohoku
earthquake and subsequent tsunami, an independent investigation by Japan's parliament
concluded that Fukushima was "a profoundly man-made disaster," blaming the company for
failing to meet safety requirements or to plan for such an event.
Post-Mortem: After businesses failures or disasters, we ask, "what happened?" To answer this,
we do a “post-mortem” which like a medical process is a review and evaluation of why the
outcome turned out as it did. Unfortunately, this explanation cannot undo the failure or
disaster.
Pre-Mortem: Research conducted in 1989 by the Wharton School, Cornell, and University of
Colorado found that imagining that an event has already occurred increases the ability to
identify reasons for future outcomes by 30%. This method of prospective hindsight or premortem seeks to identify threats and weaknesses within an organization, a project, or a system
via the hypothetical presumption of near-future negligence23. It is the opposite of a postmortem because it allows for improvement, reduction of loss and avoidance rather than
seeking reasons for a disaster you would have preferred to avoid.

23

Premortem was created by Klein Associates, a division of Applied Research Associated, in Fairborn, OH. This information was taken from
Harvard Business Review "Performing a Project Premortem."
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Consider the following premortem of the P&C Industry. Imagine you are in Jeff Bezos' rocket
and propelled into space and, due to a cosmic anomaly, projected into the future – ten years
from now. When you return in 2031, all the senior leaders, mentors, trainers, and technical
specialists in P&C are aged 67 or older and have retired. There had been an effort to move
middle and entry-level staff into the vacancies, but there was not enough available talent to fill
all of the necessary positions. Unfortunately, recruiters had been able to find only a small
number of new people, because so few were interested in the insurance industry. Furthermore,
competitors, also seeking to hire from the same small pool of talent who could be found, had
created salary inflation.
Consider the situation: with the mentors and trainers retired, who is going to mentor and
provide ongoing development to the staff? Would you panic? "How is the industry to function
without adequate staffing?"; "Why didn't we prepare for this in 2021?
Worse, you are reminded that the record-high number of catastrophic events such as
tornadoes, wildfires, hurricanes, and the pandemic have taken their toll on capital investment.
Reinsurance companies have reduced their capacities and are demanding higher rates. Can you
trust that the stock market will provide adequate returns to offset the pool of risks taken? Are
you confident in the competencies of the newly promoted staff to underwrite profitably,
service your clients effectively, and provide a return on investment for your investors?
The final straw is drawn: Forbes magazine published a cover story.
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Review of the Pre-Mortem: Although the just-described scenario is a hypothetical presumption
of near-future negligence, it can become reality. The P&C industry has received many warnings
of the impending talent gap; yet these warnings remain ignored and denied. It is critical to pay
attention NOW because the baby boomer generation is retiring!
A silver tsunami is nearly upon us, and leaders need to be prepared or we will be washed
away.
My Passion: I am a Doctor of Management in Strategic Leadership candidate at Thomas
Jefferson University, and a professional of 36+ years in the property and casualty insurance
industry. My passion for and knowledge of the P&C insurance industry led to this pre-mortem
and to warn you AGAIN of the impending crisis.
Our world is constantly evolving; new risks continue to emerge including nanotechnology,
cybertechnology, genetic engineering, and space travel for the public. The support insurance
provides fuels these innovations to market; therefore, the insurance & reinsurance industry's
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contributions benefit many aspects of the U.S. and global economy. The professional services
you provide contribute to the operations of the macro business environment and are
indispensable; therefore, it is critical to address the talent gap challenge.
We have critical challenges that must be addressed immediately and effectively.

Awareness of the viability of an underwriting career
Research shows that the P&C industry is challenged to create interest in insurance careers
among the nation's high school and college students. The majority of these individuals are not
aware of the industry. And even if aware, most are not interested in working in the insurance
industry. Indeed, the sector ranked 97th out of 100 for the least attractive industries for college
graduates! This sector plays a vital role in the US economy's stability; yet, it is the most
misunderstood career amongst society.

Society's negative view of the insurance industry
For the most part, people across all demographic sectors are deficient in risk and financial
literacy fundamentals. There is a need to articulate a different argument where the industry's
future must reorient its focus to an educational mission and not a growing market share. The
industry excels at generating premiums to meet the purpose of risk financing. However, it falls
short of sharing the story of what happens in the risk-bearing system after the premium is
received. Risk is not a commodity; insurance policies are representative of a "promise." The
economy's financial security is directly linked to understanding the nature of risk, not the
nature of how much premium growth or underwriting profitability or insurance products are
sold. Society will never measure the industry's value beyond the premium they pay. They do
not know what they do not know until they have a situation requiring insurance. This lack of
awareness impacts society's perspective of insurance and restricts the inflow of talent into the
industry.

The aging workforce – Baby Boomer Generation
This P&C industry is projected to lose employees to retirement faster than young professionals
will be joining. We need to recognize that we have not only an aging workforce, but a
workforce with decreasing expertise particularly among management and senior technical
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positions where many employers are not prepared to replace them. There is no strategic
solution to retain the valuable tacit knowledge and skills from soon-to-be retirees.

Academia is not engaged
The academic community lacks understanding regarding the need for underwriting competency
and, therefore, has not produced an educational curriculum to meet the needs of the insurance
industry's workforce. The low demand for the career among students results in lack of interest
or need to supply a curriculum by faculty.
There are various risk management programs educating students for some areas within the
insurance industry; however, they are not focused on technical property and casualty
underwriting skills. Also, the supply of students in these programs is not sufficient to fill
industry demand. In addition, surveys of business students show that 50% credit their first
course in risk management or actuarial science as a factor for increasing their desire to pursue
an Insurance career. The challenge is that these courses are often not required as part of the
core requirements in business schools. For programs where the classes are required or offered,
students may not take the courses until they are well into their senior year and do not want to
delay graduation by changing their majors or doubling-majoring by adding risk management.
While the placement rate for these risk management graduates is nearly 100 percent, they are
only filling approximately 15% percent of the industry's needs.

Competitive environment/Salary inflation
This P&C industry has many stakeholders, and although each has a different role there is a
dependency on each other to create and complete the insurance policy cycle. Despite this
dependency, the interactions are often competitive, creating a challenging work environment.
For example, the insurer is seeking to price risks profitably while the agent is looking for the
best coverage at the lowest cost for their client. The result is that the underwriter is caught in
competitive transactions which often leads to the underwriter's anxiety and frustration and
ultimately exiting the industry or opting for a less competitive environment. Also, there is
competition for talent within the industry, and this behavior inflates the salary for underwriters
impacting profitability for businesses. This transaction is a positive outcome for an underwriter
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in terms of the financial benefit; however, with the salary increase comes an increase in
financial production goals that sometimes impact underwriters developing what is referred to
as 'rouge' underwriting practices affecting profitability.

Low inventory and inadequate underwriting skills in college graduates
For decades, while the world transformed manufacturing, supply chain, and more recently,
communications and technology, the insurance workforce quietly supported these changes by
innovating the risk solutions it offered. For example, the underwriter role was expanded to
include sales and marketing. As the industry gradually brought fewer young people into
insurance careers each year, these long-tenured professionals tilted the average age upward.
As of 2019, the average insurance professional is 45 years old. Approximately 400,000
employees are expected to retire from the insurance industry workforce within the next few
years, and nearly 50 percent will retire fully by 2030. With senior talent exiting the industry due
to retirement and with fewer new entrants and among those many not adequately prepared to
replace some of these vacant roles, there is anticipation for disruption in the underwriting
profitability.
The underwriting career is complex. It requires specific market and client knowledge, technical
underwriting skills, and the ability to provide high levels of customer service. Nevertheless, it is
one of the only significant industries in the world that does not require prospective
underwriters to have an educational background in the field of underwriting. Attorneys need a
law degree, mechanics attend technical training schools, and physicians attend medical school,
but there is no specific degree requirement for an underwriter. The result is that the industry
operates with college graduates requiring extensive on-the-job and specialized training and
mentoring to develop even the minimum competencies to function effectively in the
underwriting role. Unfortunately, not all organizations have the time or expertise to develop
the underwriting competencies in their incoming talent. They have understaffed underwriting
teams with open positions or critical projects that need to be addressed by tenured individuals.
While these new graduates may have the soft skills required to have a successful insurance
career, many are challenged in a sink or swim environment, leading to frustration, quick
departure, and ultimately high turnover rates.
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Impacts on industry long-term viability
The insurance industry's focus on addressing the talent gap's challenges are essential to
guarantee the industry's long-term viability. The Baby Boomer generation's retirement has
already spiked demand for talent in the workforce, and the traditional workforce development
approaches in the insurance industry, such as entry-level training and internships, fall short in
filling the talent gap. Time is of the essence: the silver tsunami is heading our way.
We must be ready to shift from avoiding the warnings to being open to a holistic approach to
understanding the problem and
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Appendix E

1

RE: IRB Exempt Request

2

Kyle Conner

Fri, Sep
10, 2:09
PM

to me

Hi Bibi—
I’ve reviewed your materials and concur that your research does not constitute human research and so
does not require IRB approval in order to proceed.
You may use the OHR-34 and OHR-36 to document this determination.
My one suggestion is to explicitly indicate in your recruitment letters that this is a research study and
that the individual’s participation is voluntary. I have attached the OHR-8F as a general guide for a
research recruitment letter. As this is not human research, there is nothing further you need to provide
to me. I am providing this as guidance only.
Best,
Kyle

Kyle Conner, MA, CIP
Associate Director
Office of Human Research
Adjunct Faculty, Jefferson College of Life Sciences
Instructor, JeffMD Humanities Selectives
Co-Editor-in-Chief, Evanescent
Thomas Jefferson University
1020 Locust St., suite M-34
Philadelphia, PA 19107
(215) 503-8966

107 | P a g e

108 | P a g e

109 | P a g e

110 | P a g e

111 | P a g e

112 | P a g e

Appendix F
Survey Responses
Survey Result Report
Commercial Property & Casualty Insurance Industry Talent Gap Survey
September 29th 2021
Q1 - For how many years have you worked in the insurance industry?

#
1

Field Minimum Maximum Mean
For how many years have
you worked in the
insurance industry?

1.00

6.00

4.63

Std
Variance Count
Deviation
1.56

2.43

41

#

Answer

%

Count

1

0 - 5 years

7.32%

3

2

6 - 10 years

2.44%

1

3

11 - 15 years

14.63%

6

4

16 - 20 years

14.63%

6

5

21 - 25 years

17.07%

7
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6

26 or more years

43.90%

18

Total

100%

41

Q2 - What is your current role/job?
Run a program for an MGA
Internal Auditor
Human Resources & Payroll Manager
Senior Underwriter
Underwriter
office head/segment leader
Account Executive for a Regional Insurance Brokerage firm
Underwriting manager
Senior Account Executive / Broker
Account Executive
Underwriting Practice Leader
Chief Underwriting Officer for a MGA
Insurance Agent
Account Executive
Team Supervisor
Underwriting AVP
Underwriting Manager
Account Executive
SVP
Account Manager
Director of Employee Training and Product Development
Global Director of Underwriting
Program Claims Manager
President & CEO
University Professor of Insurance & Risk Management
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Sales Manager
Field Operations Manager
Human Resources
Commercial Underwriter
Program Manager
Underwriting Manager
CFO
Director of Claims
Sr Vice President
AVP , Life Science Underwriting
Umbrella Underwriter
VP Marketing
Director of a Insurance Program
Producer
Underwriting manager
UW Practice Leader
Q3 - Do you have financial ownership in your current organization?
#

Answer

%

Count

1

Yes

21.95%

9

2

No

78.05%

37

Total

100%

46

Q4 - After reading the scenario/premortem, please rate its accuracy by selecting a value:

#

Answer

%

Count

1

Strongly disagree

0.00%

0

2

Disagree

0.00%

0
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3

Somewhat disagree

0.00%

0

4

Neither agree nor disagree

0.00%

14

5

Somewhat agree

12.50%

4

6

Agree

40.63%

13

7

Strongly agree

46.88%

15

Total

100%

46

Q5 - Rate the degree to which the scenario/premortem provides insight into the challenges of talent gap
#

Answer

%

Count

1

Strongly disagree

0.00%

0

2

Disagree

0.00%

0

3

Somewhat disagree

3.23%

1

4

Neither agree nor disagree

0.00%

0

5

Somewhat agree

12.90%

4

6

Agree

48.39%

15

7

Strongly agree

35.48%

26

Total

100%

46

Q6 - Rate the degree to which you agree with the following:

#

1

2

Question

There is a
lack of
awarenes
s of the
insurance
career
Society
has a
negative
view of
the
insurance
industry
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Stron
gly
disagr
ee

Neith
er
agree
nor
disagr
ee

Somew
hat
disagre
e

Disagr
ee

Somew
hat
agree

Stron
gly
agree

Agre
e

Tot
al

0.00%

0

0.00%

0

3.13%

1

6.25%

2

21.88%

1
0

40.6
3%

1
7

28.13
%

1
6

46

0.00%

0

0.00%

0

3.13%

0

3.13%

1

12.50%

1

46.8
8%

1
5

34.38
%

2
9

46

3

4

5

6

There is
low
inventory
and
inadequa
te skills in
entry
level
There is
an aging
workforc
e - loss of
tacit
knowledg
e
There is a
competiti
ve
environm
ent salary
inflation
There is
viability
of
industry
long-term
sustainab
ility

0.00%

0

3.23%

0

3.23%

1

3.23%

1

22.58%

7

48.3
9%

1
5

19.35
%

2
2

46

0.00%

0

0.00%

0

0.00%

0

3.13%

0

18.75%

1

34.3
8%

1
5

43.75
%

2
9

46

0.00%

0

0.00%

0

3.23%

0

12.90
%

1
5

22.58%

7

25.8
1%

1
0

35.48
%

1
4

46

0.00%

0

3.13%

5

6.25%

4

15.63
%

1
2

25.00%

5

37.5
0%

8

12.50
%

1
2

46

Q7 - Prior to this survey, rate your level of awareness of the talent gap challenge

#

Answer

%

Count

1

Much lower

0.00%

0

2

Moderately lower

6.25%

5

3

Slightly lower

9.38%

13

4

About the same

34.38%

11

5

Slightly higher

0.00%

1

6

Moderately higher

37.50%

12

7

Much higher

12.50%

4
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Total

100%

46

Q8 - How likely are you to discuss this reference scenario/premortem with your leadership team?
#

Answer

%

Count

1

Extremely unlikely

0.00%

0

2

Moderately unlikely

12.50%

4

3

Slightly unlikely

3.13%

1

4

Neither likely nor unlikely

9.38%

3

5

Slightly likely

9.38%

3

6

Moderately likely

31.25%

14

7

Extremely likely

34.38%

21

Total

100%

46
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Q9 - To what degree do you believe a new business model/practice for the Commercial P&C Industry is
necessary?
#

Answer

%

Count

1

Strongly disagree

0.00%

0

2

Disagree

3.13%

1

3

Somewhat disagree

0.00%

0

4

Neither agree nor disagree

0.00%

0

5

Somewhat agree

18.75%

6

6

Agree

43.75%

22

7

Strongly agree

34.38%

18

Total

100%

46

Q10 - What is your vision of a new business model?
What is your vision of a new business model?
I don't think it is possible or practical to have a new business model for an industry. Every company will approach
the situation differently.
Having UW teams for a book of business, partnering to handle new and renewal business with shared goals.
Promotions and filling top positions not based on past relationships but based on a true investigation into new and
different talent. I would also lessen the participation of brokers, have customers have to come to the companies
and present themselves for cover vs. paying the middlemen to essentially pit insurance companies against each
other, not only to get the lowest price for the customer, but also to get the most favorable commissions.
The industry need to collaborate and discuss what works and what doesn't
Organizations need sustained training for existing staff with clear career paths
The industry must embrace technology as a necessary tool for survival. Technology must be used to replace areas
of the underwriting role in order to aid in bridging the talent gap and lessen the need for additional underwriting
head count.
adequately staff to build bench strength for when the baby boomers begin to retire
any new business model needs to bring in young talent and have them start in the lower levels and not start out as
producers/sales
Non-Traditional Paths.
more automation and utilizing online purchasing
Insurance industry has to make themselves available to college student. Not just a table at a career fair. How about
invest in our future by investing in students. Designated scholarships for student but then they have to work at
that company upon graduation for four years. How about investment in risk management programs in all colleges
with frequent interaction with top insurance companies.
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More reliance on technology-based solutions to lack of entry level talent. Increased use technological modeling of
underwriting or claim outcomes. The alternative to this would be significant increases in entry level income in
order to attract younger talent.
More of a risk manager than a risk transfer model helping customers avoid loss
InsurTech
Framework for how a company will create value.
Training Programs for all hires across line of business
Education of the youth
increased use of rating technology to improve underwriting results
Not Sure
high focus on customer identification
A model rooted in specialization. Insurance companies that outsource departments not specific to insurance
services
Technology will be used to take on less complicated tasks such as data entry and staff will be re-assigned to roles
that require more knowledge and the ability to analyze data. Less sophisticated products will be rated and issued
online.
Our company needs to invest more in college recruiting and build a true underwriting training program, to provide
a foundation for an underwriting career
Artificial Intelligence will over time fill certain roles/positions within the industry. The industry has several inherent
challenges: consumers/business owners do not like insurance because of the inability to understand clearly what
you are buying. Then, when there is an event, there is a mis-match between consumer expectations and what they
actually understood they bought. With respect to the industry being attractive to young people, it might be better
to position Risk Management as the career path and not insurance. It just isn't sexy for younger people. I also think
there are significant challenges with respect to pay scale.
Not sure
Q11 - How do you propose developing this new business model?
How do you propose developing this new business model?
Working with local universities. Making sure that new hires are getting good training in the industry.
At the lower levels of management, start to create the teams. At the upper levels of management - clean house get diverse and change focus to actually fix the daily nuisances and systems problems that cause the most
frustration on the front lines.
This is a great question - I do not know
All companies need to develop underwriting training programs. There was a time when several well know
insurance companies had industry leading training programs. However, they chose to cut that expense.
Invest in technology that can replace several of the current underwriting roles/responsibilities. This will elevate the
underwriting job away from intuitive risk assessment and toward data driven portfolio management.
create junior level/entry level positions for specific skill sets within an organization instead of having positions
where one "wears many hats"
I really am at an age where I have no input value with my company - they want to hear from younger people and
people of color more than me
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Increased utilization of analytics to determine appropriate model. As an industry we have underutilized analytics
in building our talent pipeline.
Providing financial education (insurance being part of this) to all high school students and continuing to bring in
young talent from IT and other disciplines
Create an insurance contribution fund for colleges. We love our pooling in insurance. Only let colleges tap into that
pool if they have an insurance program set up.
Capital investment by P&C companies. (which will be difficult due to competitive environment.)
Use of technology and IOT, more real time information on risk through home, auto and business insurance
InsurTech
Right team in place with experience and wisdom- let the brainstorming begin!
Case by case basis depending on the size and resources of the organization - encourage continuing education
(CPCU, ARe, etc.)
Incorporating Academia
investments in AI and other machine learning tools to improve underwriting results
Not sure
marketing efforts much different than the current broker model
Unknown
I believe the industry is moving in this direction, but only because we have been focused on this talent gap for at
least 10 years. Large IT investments are company norm as we look for more efficiencies in our operations. For
larger commercial risks, I still believe we will need human capital as their exposures and operations do not fit
neatly into a box. Insurance is still a written promise and how carriers treat their clients and partners is important,
so technology can only do so much.
Work with leadership team to invest in staffing and resources needed to develop an early UW development
program at the corporate level
I have no idea.
Not sure
Q12 - Is there anything else you would like to share about this challenge?
Bibi, this is a great start. The industry need more of your insights – nice job.
The people that need to change the way they look at things are the people in power with high paying salaries. As
with governmental issues/jobs, they will not vote to change the existing structure as they will be directly affected.
I am impressed that you did this – hats off to you.
The challenge is to create interest in our field, educate existing hires and foster retention of employees
I agree that while we need to innovate within the industry we also need to innovate within academia to expose
younger generations to the opportunities within the insurance industry. We need to change the external
perceptions starting with entering college freshman.
Hi Bibi and good luck! Great topic!
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We have learned during the pandemic, when employees had to work remotely, that this model is very popular
with employees, including young employees. The PC industry will need to change to compete with other industries
with the new "remote work" model.
Your point about the lack of awareness at the high school or early college level is very valid. The adage of the only
people who plan to get into insurance have either family or close friends in the industry. Ten years ago, I read an
article on about 20 insurance industry leaders and how they got into insurance and almost all did so by accident.
The University I work for has developed an "Insure the Future for Diversity" fund to help fill the talent gap with
diverse students studying insurance and risk management..
None
IT need to be made more attractive to college students and colleges need to expand their Risk Management
Programs
this demographic change will result in a fundamental shift in how P&C insurance is sold. Local agents’ importance
will be reduced, and the insurance industry will become more efficient through more direct sales.
The Claims side has a poor reputation because of how the insurance industry has traditionally treated its claims
workers, so people who work in claims tend to tell younger people to avoid working in the claims side.
Additionally, the colleges that have Risk Mgmt & Insurance degrees or courses typically have no courses on claims,
yet the claims side is 50% of the game. If an underwriter doesn't know anything about claims, they won't be a good
underwriter. I've talked with the heads of the Risk Mgmt programs at Temple and at St Joe's, and they have both
admitted that they don't teach any courses on Claims. They have admitted that their sole focus is on underwriting
etc, and yet those programs only require the students to take five (5) classes. Those five classes allow the students
to get their degree. Those students come out of those schools believing that they should be underwriters, and
they shy away from claims. Then, they find out that underwriters are sort of like car salesman, in that they are
judged on numbers they bring in every month. There are a lot of young people who will not tolerate the pressures
placed on underwriters (nor on claims people), so many potential young candidates decide to go into other fields,
and to avoid the insurance industry. The entire insurance industry is broken in multiple ways, and the in order to
solve the problem raised in the 6-page scenario document, multiple things within the insurance industry need to
be fixed.
Nothing to add
N/A
I think the talent gap needs to address via a non-profit marketing company that has the mission to educate on the
insurance industry.
The important issue is that companies understand the talent gap and make financial investments to assist in
developing future talent. My company helped start the RM program and St Joes years ago, has a very strong
internship program, and is now getting involved with younger children through junior achievement to help
introduce them to the insurance industry. We are bringing back retirees, if they want, during peak times of the
year, or in the event of a cat loss. We are also keeping potential retirees on part time and working from home,
even prior to Covid 19. For the first time ever, we have made some employment offers to interns from the
Summer of 2021, prior to them returning to school for their prior year.
Ultimately, all homogenous risks will be rated and underwritten by sophisticated software models. The more
sophisticated/complex risks will be underwritten by people. It is this market that needs to be served and will
require greater training/education and higher levels of compensation. After all, if a graduate or post graduate
student is looking for work, pay parity is critical.
Not really
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Appendix G
Summary Themes – Q10
Open-Ended Question 10

What is your vision of a new P&C business model?

Technology/
AI

Training

Not
Possible

Stakeholder
Collaboration

Succession
Planning

Awareness of
career to
young talent

Outsourcing

Did not
understand
question

Not Sure
How

NonTraditional
Path

Total
Response
24

Total respondents who answered X

7

4

1

1

1

2

1

4

2

1

% of respondents who answered X

29%

17%

4%

4%

4%

8%

4%

17%

8%

4%

I don't think it is possible or practical to have a new business model for an
industry. Every company will approach the situation differently.

1

Having UW teams for a book of business, partnering to handle new and
renewal business with shared goals. Promotions and filling top positions
not based on past relationships but based on a true investigation into new
and different talent. I would also lessen the participation of brokers, have
customers have to come to the companies and present themselves for
cover vs. paying the middlemen to essentially pit insurance companies
against each other, not only to get the lowest price for the customer, but
also to get the most favorable commissions.
The industry need to collaborate and discuss what works and what
doesn't
Organizations need sustained training for existing staff with clear career
paths
The industry must embrace technology as a necessary tool for survival.
Technology must be used to replace areas of the underwriting role in
order to aid in bridging the talent gap and lessen the need for additional
underwriting head count.
adequately staff to build bench strength for when the baby boomers
begin to retire

1
1
1

1
1

any new business model needs to bring in young talent and have them
start in the lower levels and not start out as producers/sales

1

Non-Traditional Paths.
more automation and utilizing online purchasing

1
1

Insurance industry has to make themselves available to college student.
Not just a table at a career fair. How about invest in our future by
investing in students. Designated scholarships for student but then they
have to work at that company upon graduation for four years. How about
investment in risk management programs in all colleges with frequent
interaction with top insurance companies.
More reliance on technology-based solutions to lack of entry level talent.
Increased use technological modeling of underwriting or claim outcomes.
The alternative to this would be significant increases in entry level income
in order to attract younger talent.

1

1

More of a risk manager than a risk transfer model helping customers
avoid loss
InsurTech

1
1

Framework for how a company will create value.

1

Training Programs for all hires across line of business

1

Education of the youth
increased use of rating technology to improve underwriting results

1
1

Not Sure
high focus on customer identification
A model rooted in specialization. Insurance companies that outsource
departments not specific to insurance services
Technology will be used to take on less complicated tasks such as data
entry and staff will be re-assigned to roles that require more knowledge
and the ability to analyze data. Less sophisticated products will be rated
and issued online.
Our company needs to invest more in college recruiting and build a true
underwriting training program, to provide a foundation for an
underwriting career
Artificial Intelligence will over time fill certain roles/positions within the
industry. The industry has several inherent challenges:
consumers/business owners do not like insurance because of the inability
to understand clearly what you are buying. Then, when there is an event,
there is a mis-match between consumer expectations and what they
actually understood they bought. With respect to the industry being
attractive to young people, it might be better to position Risk
Management as the career path and not insurance. It just isn't sexy for
younger people. I also think there are significant challenges with respect
to pay scale.
Not sure
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1
1
1

1

1

1
1

Summary Themes – Q11

Open-Ended Q11
Requisite
Revamp
Technology/A
Academia/C Stakeholder Specializtion/Se
Not Sure
Training
Analytics Minds/Brainst Agent/Broker
I
urriculum
Analysis
gments
How
orm
Model

How do you propose developing this new business model?
Total respondents who answered X
% of respondents who answewred X

4

3

0

1

1

1

1

6

1

17%

13%

0%

4%

4%

4%

4%

26%

4%

1
1
1

All companies need to develop underwriting training programs. There was a time when several well know
insurance companies had industry leading training programs. However, they chose to cut that expense.

InsurTech

1
1
1
1
1
1
1
1
1
1
1

Right team in place with experience and wisdom- let the brainstorming begin!
Case by case basis depending on the size and resources of the organization - encourage continuing
education (CPCU, ARe, etc.)
Incorporating Academia
Investments in AI and other machine learning tools to improve underwriting results

1
1
1
1

Not sure

1

Marketing efforts much different than the current broker model

1

Unknown
I believe the industry is moving in this direction, but only because we have been focused on this talent gap
for at least 10 years. Large IT investments are company norm as we look for more efficiencies in our
operations. For larger commercial risks, I still believe we will need human capital as their exposures and
operations do not fit neatly into a box. Insurance is still a written promise and how carriers treat their
clients and partners is important, so technology can only do so much.
Work with leadership team to invest in staffing and resources needed to develop an early UW development
program at the corporate level
I have no idea.
Not sure
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23

5

At the lower levels of management, start to create the teams. At the upper levels of management - clean
house - get diverse and change focus to actually fix the daily nuisances and systems problems that cause the
most frustration on the front lines.
This is a great question - I do not know

Use of technology and IOT, more real time information on risk through home, auto and business insurance

Total
Response

22%

Working with local universities. Making sure that new hires are getting good training in the industry.

Invest in technology that can replace several of the current underwriting roles/responsibilities. This will
elevate the underwriting job away from intuitive risk assessment and toward data driven portfolio
management.
Create junior level/entry level positions for specific skill sets within an organization instead of having
positions where one "wears many hats"
I really am at an age where I have no input value with my company - they want to hear from younger
people and people of color more than me
Increased utilization of analytics to determine appropriate model. As an industry we have underutilized
analytics in building our talent pipeline.
Providing financial education (insurance being part of this) to all high school students and continuing to bring
in young talent from IT and other disciplines
Create an insurance contribution fund for colleges. We love our pooling in insurance. Only let colleges tap
into that pool if they have an insurance program set up.
Capital investment by P&C companies. (which will be difficult due to competitive environment.)

Insurance
Fund for
Colleges
with Ins
Programs

1
1
1
1

Summary Themes – Q12
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